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Job Description

This job description has been designed to indicate the general nature and level of work required of the post to indicate the level of responsibility. It is not a comprehensive or exhaustive list, and the line manager may vary duties from time to time which do not change the general character of the job, or the level of responsibility entailed.

	[bookmark: _Hlk188363748]Post Details

	Job Title
	Housing Needs Triage Officer 

	Job Reference
	713176

	Service
	Place and Growth, Economy and Housing

	Team
	Homelessness and Housing Needs

	Location
	Shute End / Home Working

	Reports to
	Team Leader, Allocations

	Responsible for
	None

	Grade
	5

	Contract Type
	Fixed Term 12 Months

	Hours
	Full-Time




	Main Accountabilities

	1.
	Act as the first point of contact for households in housing need, including those at risk of homelessness, by delivering triage services via telephone, email, and the online case management system.

	2.
	Offer initial housing advice to household, presenting suitable housing options in both the public and private sectors, and providing information on homelessness prevention.

	3.
	Respond to inquiries related to the council’s online housing and allocation services, ensuring that queries are effectively managed and directed to the appropriate services,

	4.
	Respond to referrals received under the council’s “Duty to Refer” obligations, conducting initial inquiries and triaging cases to the most relevant parts of the housing service.

	5.
	Assess and make decisions regarding the homelessness status of households in line with statutory homelessness legislation, specifically the Housing Act 1996, determining whether individuals are at risk of homelessness or are already homeless.

	6.
	Make emergency accommodation bookings on behalf of Homelessness Prevention Officers when immediate housing needs arise.

	7.
	Provide efficient operational support to the Housing Needs and Options Service. 

	8.
	Take responsibility for invoicing within the Housing Needs and Options Service, including manage service invoicing related to nightly rate accommodations and ensuring accurate and timely processing of invoices. Provide efficient operational support to the Housing Needs and Options Service. 

	9.
	Assist with shared ownership queries from registered partners and external customers, ensuring these are handled within guidelines and in a timely manner. Provide efficient operational support to the Housing Needs and Options Service. 

	10.
	Utilise professional knowledge of housing services to handle phone calls and correspondence, responding to enquiries as appropriate. Recognise that inquiries are often sensitive and confidential, and handle all communications with the utmost discretion. 

	11.
	Raise purchase orders, determine budget requirements, select suppliers, and obtain necessary approvals from the budget manager to ensure compliance with financial procedures. 

	12.
	Assist in the gathering of information for risk assessments related to housing needs, providing relevant details to support decision-making processes. 

	13.
	To provide excellent customer care and to deliver improved outcomes to all households who present as homeless or threatened with homelessness 

	14.
	Facilitate communication and coordination with referral support agencies, ensuring that clients receive the necessary assistance and support in a timely manner.

	15.
	To ensure that appropriate safeguarding referrals are made and to ensure that officers are responsible and take action to safeguard children and vulnerable adults. 

	16.
	Fulfil ad-hoc duties and tasks as assigned by the Council, demonstrating flexibility and adaptability to cover additional responsibilities and maintain seamless operations across different functions and initiatives. 







	Person Specification                Essential                                             Desirable

	Education/Qualifications
	Good standard of education, including strong literacy and numeracy skills. 
	E 

	Experience
	Proven practical work experience in a similar environment (e.g., housing, customer service, or public sector roles).

Experience in administering processes efficiently and accurately, adhering to tight deadline.  

	E

	Skills/Knowledge
	Proficient IT skills, including the use of office software such as Word, Outlook and Excel. 

Strong written and verbal communication skills, with the ability to clearly convey decisions

Ability to actively listen and assess important information to make informed decisions.

Comfortable using online systems for case management and correspondence.

Experience with housing-related systems, such as Jigsaw and Northgate.

Experience working within a customer focused service, delivering excellent customer service to a wide range of clients

Proven experience in administering processes to tight deadlines with a high degree of accuracy.
	E

	
	Basic understanding of housing and homelessness legislation, including the Housing Act 1996. 
	D

	
	Basic working knowledge of the housing options available to households in the borough, including public and private sector options. 
	D

	
	Experience of supporting and developing others within a team environment. 
	D

	
	
	




	Purpose Details

	Service Purpose
	To support the Council’s strategic and operational objectives in relation to the delivery of services to residents who are in housing need, homeless or threatened with homelessness.

	Role Purpose
	The Housing Needs Triage Officer serves as the first point of contact for households in housing need, providing initial advice, triaging inquiries, and facilitating access to relevant services. This role ensures that cases are efficiently directed, supports homelessness prevention efforts, and handles key administrative and invoicing responsibilities within the Housing Needs and Options Service. 




	[bookmark: _Hlk188363295]Supervision and Relationships

	Supervision Received
	The post holder will report directly to Allocations Team Leader and will receive ongoing and regular support and supervision which will include 6 weekly one to one sessions.

	Supervision Given
	None

	Contacts
	Internal Council services including Children’s Social Care, Adults Social Care, Housing 
Management, Rents, Assets, Environmental Health, external services including Two Saints 
Outreach Service, Health Services including Community Mental Health Services, Domestic Abuse Services, Drug and Alcohol support services, Police, Probation, Department for Work and Pensions, Immigration services, voluntary sector. 





	[bookmark: _Hlk188363540]Resources/Budget Management

	None




	[bookmark: _Hlk188363701]Special Requirements

	Enhanced DBS check required. 






  
	[bookmark: _Hlk188366407]Occupational Health Risk Assessment                	                                                               Details

	Skin/Respiratory Sensitisers
	No

	Working at Height
	No

	Exposure to Noise (>80-85dB)
	No

	Confined Spaces
	No

	Frequent Display Screen Equipment Use

	Yes

	
Driving for Work
	No

	Hand Arm Vibration
	No

	Lone Working
	Yes

	Healthcare/Social Contact with Patients
	No

	Blood Borne Viruses Exposure
	No

	Food Handling
	No

	Working with Animals
	No

	Specialised Medical Screening
	No

	Night Working
	No

	Safety Critical Work
	No



               
	[bookmark: _Hlk188365394]Nature of the Role	                                                                                                              Details

	Healthcare or Hospital Work
	No

	Working with Children (under 18)
	No

	Working with Elderly/Vulnerable Adults
	Yes

	Work Environment Details
	None




	[bookmark: _Hlk188364657]Role Involvement                                                                                                                 Details

	Working with Children
	No

	Working with Vulnerable Adults
	Yes

	Both of the Above
	No

	Providing Care/Supervision for Children
	No

	Providing Care/Supervision for Vulnerable Adults
	No

	Both of the Above
	No

	None of the Above
	No









	[bookmark: _Hlk188366184][bookmark: _Int_0bNhtnMC]Disclosure and Barring Service (DBS)                                                            Details                                               

	DBS Requirement
	Enhanced

	Eligibility Tool
	Find out which DBS check is right for your employee - GOV.UK (Find out which DBS check is right for your employee - GOV.UK) 



	                                                       Re-checks

	








	Evaluation Declaration

	Date of Evaluation:
	16/01/2026

	Evaluated by:
	Kerry Flynn, Allocations Team Leader 
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