

	Role Structure
	Housing Solutions/ Housing Service

	Directorate:
	Community Wellbeing

	Grade:
	HC 5

	Location:
	Hybrid: Blueschool House/ Home 

	Responsible to:
	Housing Solutions Team Lead


Job Description
	
Job Role: Housing Solutions Triage Officer

	Service: Housing Solutions




Main purpose of the role:
To act as the first point of contact for customers, responding to enquiries via telephone and at the customer service desk in a professional and customer-focused manner.
To triage enquiries and carry out an initial assessment of customers’ circumstances, identifying housing needs and determining whether an individual is homeless or threatened with homelessness. Where appropriate, to refer cases to the relevant specialist teams for prevention or relief support in accordance with legislation and service procedures.



	Key Duties and Responsibilities

	Frequency of Task

	· Conduct initial triage assessments to identify customers’ needs and determine if a person is likely to be homeless or threatened with homelessness.

· Answer telephone calls promptly and respond to all emails in the triage inbox within the same business day.
· Assess and ensure compliance with Eligibility and Homelessness criteria under the Housing Act 1996 (as amended).

· Support customers in resolving enquiries and issues, either directly or through assisted self-service solutions.

· Proactively build and maintain strong working relationships with service specialists to ensure seamless service delivery across Council functions and departments.

· Maintain confidentiality of customer information in accordance with Council policy and relevant legislation, safeguarding personal data at all times.

· Undertake any other duties reasonably consistent with the general character and level of responsibility of the role.
	· Daily

	Job Activities
	

	· Receive and proactively assess referrals relating to potential homelessness, investigating circumstances and identifying options to prevent homelessness wherever possible.

· Act as the lead contact with customers, making initial contact via telephone, email, letter or text, and undertaking interviews and visits where required to provide housing advice and assistance.

· Maintain accurate and up-to-date records on all cases, ensuring information is recorded correctly on relevant IT and manual systems.

· Maintain a sound working knowledge of homelessness and housing legislation, relevant case law, and statutory guidance.

· Deliver an effective, efficient, and customer-focused service through both face-to-face and telephone enquiries.

· Liaise and communicate effectively with internal teams and external agencies to resolve enquiries and act in the best interests of customers.

· Maintain a thorough understanding of the local housing market, including the private rented sector, and identify emerging trends and appropriate responses.

· Work collaboratively as part of a team in a pressurised environment, contributing to joint working with internal and external partners.

· Ensure all relevant correspondence, including letters to applicants, is issued accurately and within required timescales.

· Identify when referrals to partner agencies are appropriate and make these promptly.

· Use Microsoft Office and bespoke IT systems confidently to support service delivery.

· Demonstrate excellent time management, organisational, and customer service skills
	· Daily and Weekly




	Requirements
	Essential or   Desirable
	Identified by

A – Application I – Interview

	Qualifications and Training

	· GSCE (or equivalent) English, Grade C or above
	Essential
	A, I

	· Willingness to undertake training to meet the needs of the service and support self development
	Essential
	A, I
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Experience & Knowledge

	
· A working knowledge of the Housing Act 1996 (as amended), the Homelessness Code of Guidance and awareness of current homelessness case law/High Court rulings.

· Experience of working with people who have a wide range of sometimes complex needs or disabilities therefore requiring knowledge of the links between homelessness and issues such as mental health, learning disability, age, leaving care, domestic violence and similar, and of engaging other services in breaking patterns of homelessness.

· Awareness of the wide range of housing options and services across a range of issues and needs.

· Knowledge of the developments and dynamics in the wider housing market, particularly in relation to matters such as over-crowding, tenancy rights and similar.

· Ability to work under pressure and in circumstances where interruptions may be commonplace.

· Knowledge and experience of how to assess housing needs and homelessness issues, completing personalised housing action plans and of the concept and operation of a choice-based lettings schemes.
· 

	Essential




























Desirable
	A, I

	Skills and Abilities

	· Be able to liaise with, negotiate with, and influence a wide range of internal and external networks and individuals.

· Demonstrate the ability to co-ordinate interventions which result in successful outcomes for the public and other agencies.

· Organised, reliable, and self-motivated.

· Committed to delivering a high-quality service to residents, including vulnerable households.

· Flexible and willing to adapt to changing priorities and workloads.
	Essential
	A, I
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All council staff have a duty to promote the welfare of children, young people, and adults with care and support needs at risk of abuse and neglect who cannot take steps to protect themselves. Ensuring you attend mandated safeguarding children and safeguarding adults training to enable you to recognise the concerning behavior, know how to talk about it, and consent/duty to share information effectively. You will also learn about the legalities and procedures the social care staff can take.
Our Values and Behaviours

The council’s THRIVE core values are our guiding principles and beliefs that shape our culture and behaviour within the council. ​They help us to achieve our Council Plan vision “do our best for Herefordshire” acting as our DNA and the “way that we do things around here”.  We expect all colleagues to act as a role model by living our values and setting an example for others.  ​Our values strive to promote a thriving workforce by fostering a culture of trust, being honest and responsible, inclusive, valuing people and resources and leading with empathy. 

Trust - Developing and maintaining relationships based on a culture of transparency and open communication. Supported by integrity and the confidence that you are reliable and fulfil commitments.
Honesty - Demonstrating truthfulness, integrity, and transparency in all communications, decisions, and relationships. Being trustworthy, reliable, and accountable for your actions. Acting with sincerity and fairness, even in challenging situations.
Responsibility - Taking ownership of individual and collective actions, decisions, and delivering on commitments. Being reliable, fulfilling obligations and being accountable for outcomes and results. Proactively contributing to the achievement of your own, the team and council goals.
Inclusivity - Embracing diversity, equity and inclusion by recognising and valuing the unique perspectives, backgrounds and experiences of our staff, customers and residents. Creating an environment where every individual is valued, respected and can belong.
Value - Upholding high standards, ethics and integrity to guide our actions and decisions. Demonstrating commitment to creating and delivering value in our work by recognising and appreciating each other, our resources, processes, customers, community and environment.
Empathy - Demonstrating a genuine and caring understanding of others' feelings, perspectives, and experiences. Listening attentively, acting with compassion, supporting with respect and kindness and considering the impact of our actions on others.
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