SEVENOAKS DISTRICT COUNCIL
PEOPLE AND PLACES
	JOB  DESCRIPTION


	TITLE OF POST
	Housing Triage and Support Officer

	
	

	SECTION
	Housing Advice, Housing Options and Solutions

	
	

	GRADE
	D 

	
	

	RESPONSIBLE TO
	Housing Options and Solutions Manager and Housing Advice Team Leader


Purpose of Post
· To provide a high quality first point of contact and triage service (face-to-face, on the telephone and by e-mail) for people who are homeless or threatened with homelessness and have dependent children or are pregnant or vulnerable.  

· To respond to, and assess, all of the referrals that the Council receives under the ‘Duty to Refer’ arrangements, making initial enquiries and triaging as appropriate. 

· To carry out a rapid initial assessment of each customer’s needs and circumstances and establish whether or not they are eligible for assistance under the homelessness legislation. 

· To prevent or delay homelessness through targeted early interventions (including advocacy, negotiation and mediation) and by providing customers with comprehensive advice and information about their housing rights and the housing options available to them.
Key Activities

· Work collaboratively and proactively with colleagues in the Council’s Housing and Customer Solutions team and respond promptly and efficiently to all homelessness approaches and all referrals received under the ‘Duty to Refer’ arrangements, in order to meet customers’ needs and tackle, prevent and reduce homelessness in the district.
· Acknowledge, respond to and manage all new homelessness and housing advice enquiries that are received (on the telephone and by e-mail) and, where appropriate, undertake a rapid initial assessment of the customer’s needs and circumstances and signpost them to other organisations or arrange for them to be seen by a member of the Housing Advice, Accommodation or HERO Service teams.    

· Develop and maintain close working relations with a wide range of teams, services and organisations in order to facilitate the flow of information, encourage effective joint working and co-operation, achieve the prompt resolution of complex problems and ensure that, even when an input is required from a number of teams, service delivery is always well co-ordinated and the customer is kept fully informed of developments. 

· Work proactively with members of the Housing Advice Team to develop and implement a series of streamlined processes and procedures that avoid duplication, make best use of resources and ensure a high standard of service and an equitable distribution of the workload. 

· Carry out a rapid initial assessment of each customer’s needs and circumstances, make appropriate enquiries (to establish whether or not the customer is eligible, homeless or threatened with homelessness within 56 days, has a local connection with Sevenoaks District Council and is likely to be in ‘priority need’) and obtain as much information and documentation as possible in order to verify the information that has been collected. 

· Work proactively with other teams and organisations to ensure that customers’ housing and support needs are fully assessed and as much information as possible is gathered to inform the Council’s decision on whether or not the customer is in ‘priority need’. 

· Complete all casework and homelessness prevention and/or relief activity (including research and information gathering, record keeping, assessments, the development and ongoing review of personalised housing plans, and the timely production of notifications and decision letters) in accordance with Part 7 of the Housing Act 1996 (as amended), the Homelessness Reduction Act 2017, relevant guidance and case law, and the Council’s policies and procedures. 

· Prevent or delay homelessness by working collaboratively with colleagues and partner agencies to prevent illegal evictions and, where possible, mediate between landlords and tenants or to persuade the customer’s friends and relatives to allow them to stay until alternative accommodation becomes available.  

· Make optimum use of the opportunities available to prevent or relieve homelessness, including the use of the Homelessness Prevention Fund, Discretionary Housing Payments and the supply of private rented housing secured through Landlord Incentive Scheme.  

· Provide customers with comprehensive advice on their housing options, taking into account their overall financial situation, their needs and aspirations, their eligibility for assistance under the homelessness legislation, their priority on the Housing Register and whether or not they are able to sustain a tenancy in the private rented sector. 

· Ensure that an accurate, detailed record is kept of all interviews, telephone calls and follow-up action taken (and that files are maintained to a high standard) in order to assist monitoring, decision-making and effective case management. 

· Create a new case on the Huume system every time that a rapid initial assessment is completed and ensure that the notes section of Huume is continually updated until the case is reassigned to another Officer within the Housing team. 

· Ensure that all data entry and case recording is accurate and complete, and that it is undertaken within agreed timescales, in order to assist performance monitoring, the analysis of trends and the completion of internal and external returns, including the government’s quarterly H-CLIC return. 

· Refer customers to the Housing Advice, Accommodation or HERO Service teams, as appropriate, when the rapid initial assessment and all relevant enquires are complete and, in order to meet the Council’s statutory obligations, the customer needs to be considered for accommodation and/or specialist assessment, advice and casework. 

· Meet regularly with the Housing Advice Team Leader to review the performance of the Housing Triage Service in order to resolve any problems, inform decision making and ensure a consistently high standard of work, an equitable distribution of the workload and the effective monitoring of performance against targets. 

· Maintain an extensive, up-to-date, in-depth knowledge of relevant legislation, guidance and case law, and share learning with colleagues, in order to ensure that the Council meets its statutory obligations towards people who are homeless or threatened with homelessness, and that only those households for whom the Council has a duty are provided with accommodation. 

· Actively consider new and innovative ways of doing things, recognising and promoting the positive benefits of change as a means of improving services and achieving goals. 

· Maintain a good understanding of the Council’s policies and procedures for safeguarding children, vulnerable adults and people affected by domestic violence, and alert Children’s Services and/or Adult Social Care if they suspect that a child or vulnerable adult might be being abused, neglected or harmed. 

· Contribute positively to the development of new working practices and initiatives that help to prevent homelessness, increase the take-up of housing options and minimise the use and cost of temporary accommodation. 

· Work proactively with colleagues and other stakeholders to increase efficiency, improve service delivery and value for money, encourage multi agency working, develop strategy and policy, and agree new and more innovative ways of working. 

· Ensure the accurate recording of data and information relating to the work of the Housing Advice Team in order to assist the monitoring of performance, forecast future need for the service and implement agreed service improvements. 

· Support the investigation and analysis of customer complaints and contribute to the drafting of responses to Freedom of Information requests and enquiries from Councillors and MPs, taking appropriate action to address procedural failings. 

· Work in a safe manner and contribute positively to the creation of a safe and healthy working environment, strictly in accordance with the Council’s policies and procedures, to ensure compliance with health and safety requirements and legislation.  

· Maintain professional competence and keep abreast of developments through research and reading, and by attending relevant courses, meetings and supervision. 

· Create and maintain accurate records (using manual and computer systems) on all aspects of the service to ensure compliance with agreed reporting arrangements and provide management with the information it requires to monitor performance and service standards in accordance with Council policy and current legislation. 

· To assist the Housing Advice Team Leader and other housing sections with the induction/training of new staff by mentoring and job shadowing.

· To provide duty cover for the Housing Advice team as required.

· To work out of hours as necessary to deliver the services required by the Council for example during the evenings or weekends.

· To participate in any relevant training for the duties of this post and to achieve the key objectives of your role and core values of the Council.

· Ensure compliance with the Council’s procedures and policies including finance, performance, HR, governance, health and safety, lone working, safeguarding, information management and equalities.

· To comply with the Council’s Customer Standards.

· To participate fully in the Councils staff appraisal scheme.

· To carry out other duties as may be reasonably required by the Housing Advice Team Leader, Housing Options and Solutions Manager, Head of Housing or Chief Officer.

Location
This post is based at the Council Offices, Argyle Road, Sevenoaks.
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	PERSON SPECIFICATION
	

	
	
	

	TITLE OF POST
	Housing Triage and Support Officer 

	
	
	

	
	
	

	
	Essential
	Desirable

	· Qualifications
	· Good basic education to GCSE A-C standard or equivalent (including Maths &
English)
	· NVQ level 2 Housing or Customer care or equivalent.

	· Knowledge/Skills/Experience
	· Sound understanding and awareness of housing and homelessness.

· Extensive experience of providing comprehensive housing advice on a wide range of matters and delivering an efficient and effective casework service  
· Detailed knowledge of landlord and tenant law, including the grounds and process for recovering possession.

· Knowledge of the homelessness legislation and guidance, including the Homelessness Reduction Act 2017.

· Proven success in preventing homelessness through imaginative problem-solving and skilful negotiation with private landlords and rental agents.

· Experience of developing and sustaining effective working relationships, and works successfully in partnership with other services and organisations.

· Experience of managing a range of complex tasks, with competing demands, and successfully responding to changing circumstances and priorities.

· Proven experience of successfully managing a large caseload, undertaking research and meeting agreed standards and objectives.

· Experience of using IT applications, including Microsoft and specialist housing and/or homelessness systems.
	· Experience working in local government.
· Experience of case management systems.

· Housing related qualification.
· Trained on the Homeless Reduction Act 2017. 


	· Approach

	· Ability to interpret and explain complex legislation and guidance, to a variety of audiences, and to make clear, consistent decisions.
· Excellent negotiating and advocacy skills, and the drive and commitment to achieve positive outcomes for customers.

· Ability to work effectively as a team member.

· Excellent communication skills (verbal and written) and the ability to influence a variety of audiences, including customers, landlords, lenders and the courts. Committed to personal and professional development.

· Ability to work outside normal office hours when required.

· Hold a current driving licence and have use of a car for business.
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