
JOB DESCRIPTION

JOB TITLE			Homelessness Triage Officer

DIRECTORATE		Place Transformation 

SERVICE GROUP		Strategic Housing and Housing Services

UNIT				Homelessness Prevention

GRADE			8

RESPONSIBLE TO	Homelessness Prevention Team Leader

RESPONSIBLE FOR	No-one

MAIN PURPOSE OF JOB

1. To provide an effective homelessness prevention service on behalf of the Council offering a full range of housing advice and housing options both in the private and public sector in line with the requirements of the Homelessness Reduction Act 2017. 

2. Deliver initial advice and assistance to individuals experiencing housing-related issues, in line with current legislation and the Homelessness Code of Guidance. 

3. Undertake initial assessments of all approaches, providing tailored advice on housing options. 

4. Identifying households who are already homeless or at risk of becoming homeless within 56 days, assessing eligibility in line with Housing Act 1996 and Homelessness Reduction Act 2017, ensuring that appropriate priority is given.

5. To ensure that the Councils’ responsibilities to pro-actively prevent and relieve homelessness are effective and meet best practice, working with stakeholders to identify those threatened with homelessness at an early stage.






MAIN DUTIES

1. To serve as the first point of contact for all new enquiries via phone, email, post and in person. 

2. To conduct an initial assessment and make decisions on approaching homeless applicants regarding homelessness (determining whether individuals are at risk of homelessness or already homeless), eligibility (immigration/ residence status), local connection and vulnerability, including those who may be in priority need, in line with the Housing Act 1996 and Homelessness Reduction Act 2017 whilst setting realistic expectations. 

3. To provide advice and assistance to people with housing problems, particularly those living in the private rented sector, and take action to prevent homelessness. The post holder will also be responsible for promoting greater understanding of the rights and obligations of tenants and landlords in the private rented sector and for increasing the knowledge of housing options and resources in the community.

4. To manage a personal caseload and maintain accurate and detailed casework records whilst conducting initial assessment. This includes monitoring documents received and ensuring the case file for each individual case presenting is kept up to date. 

5. To be responsible and use judgement when allocating homeless cases to Homelessness Prevention Officers once initial enquiries into eligibility and homelessness are completed. 

6. To provide advice and early intervention to those at risk of homelessness but not within 56 days and undertake initial investigations as necessary to complete triage assessment of cases.  

7. To provide detailed advice and assistance to people with housing needs, including homelessness, security of tenure, illegal eviction, disrepair, money management, benefits, relationship breakdown, domestic abuse and others.  

8. To give tailored advice into housing options during initial assessment, including private rented sector (Local Housing Allowance rates, our deposit assistance scheme), social housing in line with Hertsmere Council’s Allocations policy, supported housing and the option of remaining at home where mediation or other remedies may be signposted.

9. Take responsibility, for ensuring that the Council’s statutory duties under Part VII of the Housing Act 1996 is effectively discharged. 

10. Ensure all customers are aware of any rights to request a review of such decisions. 
11. Make all necessary entries to the homelessness computer system (Locata), ensuring all relevant fields are completed for statistical reporting. 

12. To 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. Monitor the homeless prevention and duty to refer inboxes, ensuring enquiries are responded to in a timely manner and escalated where necessary. 

13. To liaise effectively with external agencies such as hospitals, prisons, solicitors to aid collaborative working 

14. To undertake ongoing professional development and actively participate in training sessions to keep abreast of changes in legislation and legal procedures relating to homelessness, and housing matters generally, and to disseminate this information within the team. 

15. To attend external meetings relevant to the section as directed by managers

16. To attend training and development opportunities to ensure knowledge and skills are maintained and are current.

17. The postholder may be required to participate in the out of hours call out service on a rota basis.

18. To safeguard children, young people and adults at risk and make referrals to the appropriate agency. To train and supervise staff to enable them to respond to the safeguarding needs of service users.


NOTES

This list of duties is not exclusive or exhaustive and the post holder may be requested to perform other duties commensurate with his/her grade and capabilities.

	This list of duties will be reviewed with the post holder on a regular basis.  The post holder will be kept fully aware of emerging changes in requirements and will be expected to be flexible in their approach to work reflecting the Council’s requirement to work in partnership across the organisation.
PERSON SPECIFICATION

	Criteria
	Essential / Desirable
	Method of Assessment

A	–	Application
I	–	Interview
T	–	Test
D	–Documentary Evidence

	Qualifications & Training
	Qualified to A Level standard (or equivalent)

Chartered Institute of Housing Qualification, or equivalent.
	E


D
	

	Experience

	Experience of working with the homeless and giving information and advice both in person and in writing. 

Experience of working in social housing/homelessness services 

Experience of carrying out interviews, investigations, making enquiries, negotiations and mediation and having casework responsibility. 

Experience of carrying out home and hospital visits

	E




E


E





D



	

	Knowledge
	Working knowledge of relevant legislation including but not limited to :

· Homelessness Reduction Act 2017 and new Code of Guidance, 
· Asylum & Immigration Regulations.
· Housing Act 1988
· Housing Act 1996 
· Homelessness Act 2002, 
· Children Act 1989, updated 2000 
· Family Law 

Good knowledge of housing issues particularly relating to homelessness, prevention, and housing advice, welfare benefits, etc. 

Good knowledge of services, benefits and support available to applicants experiencing housing problems. 

Knowledge and understanding of the importance of equal opportunities 
	E















E



E



E
	

	Competences
	Customer Focus
· Takes a customer service approach to service delivery
· Strives continuously to exceed customers’ expectations
Outcome Driven
· Assesses and handles risk effectively
· Able to plan and priorities to meet statutory and organisational deadlines
· Able to work under pressure
Organisational Focus
· Works collegiately and corporately with colleagues, is outward looking and willing to work across organisational boundaries to get the right results for customers.
· Uses evidence and best practice to achieve results.


Problem Solving & Decision Making
· Takes a proactive approach to work, demonstrating initiative and using good judgment 
· Takes ownership of problems
· Able to identify potential problems, find solutions and escalate issues appropriately
· Able to make decisions under pressure
Change & Adaptability
· Takes a positive attitude towards change
· Encourages others to embrace and contribute to change
· Demonstrates a willingness to learn and take on new areas of work
	E






E








E












E













E

	

	Skills & Abilities
	Communication
· Able to effectively liaise with customers, colleagues and outside bodies in writing, by telephone and face to face
· Able to extract information using interviewing techniques
· Able to deal effectively with difficult customer situations
· Able to communicate simply and effectively with customers, with appropriate degrees of sympathy, sensitivity, tact, firmness understanding and patience. 

Team Working
· Able to build effective, supportive working relationships
· Demonstrates a flexible approach to work
· Contributes positively within a team environment
· Willing to share skills, experience and knowledge to develop other team members
· Willing to learn and assist other team members
· Able to self motivate and work with limited day to day supervision
Quality of Work
· Strives to produce work of a high quality with a good attention to detail
· Demonstrates accuracy and a systematic and thorough approach to record keeping, document control and filing.
IT/Technical Skills
· Able to use all Microsoft Office systems to a good standard
· Able to quickly grasp the use of specialised computer packages
Research & Analytical Skills
· Ability to analyse information, against key criteria
	E




















E

















E








E





E
	

	Other Requirements
	Driving licence and access to a vehicle for work purposes

Understand and minimise the risks of lone working

Willingness to work outside normal office hours when required

Presents a neat and tidy appearance

Basic DBS (Disclosure and Barring Service).
	D


E



E



E


E

	



COMPLEXITY AND CREATIVITY 

The post holder will be involved in explaining and implementing homelessness legislation and policy in difficult circumstances to customers in distress. The rules on eligibility to be housed are detailed and complex.  In order to prevent homelessness the post holder must be able to think creatively to identify and offer bespoke solutions to a persons housing needs. 

The work is not straightforward and each case must be assessed to ensure the criteria are met.  The post holder must also be familiar with immigration law and be able to interpret the criteria for habitual residency and recourse to public funds.

Cases can involve detailed research and analysis of the client’s financial affairs and an understanding of areas such as mortgage repossessions.  The officers must always be aware of the likelihood of fraud and ensure that all necessary checks are carried out to eliminate it.

JUDGEMENT AND DECISIONS

The post holder is required to assess situations during investigations and determine appropriate action within the law and the Council’s policy. Frequently faces ‘new’ situations. Must use a high degree of individual judgement and initiative in all aspects of the job including interpretation of Code of Guidance. Determine when to involve outside agencies and co-ordinate, e.g. Social Services, Police. Failure to act correctly can lead to legal action against the Council and/or complaints.

Every case is different and must be examined on an individual basis.  This will involve making judgements and explaining those judgements and decisions if necessary.  He/she will need to be able to undertake such work with limited referral to the Homelessness Prevention Team Leader. Cases may be subject to legal challenge, therefore robust decision making is essential.

A good interviewing and listening technique is required to elicit all the information to make a decision.  The post holder needs the insight to see behind what they are being told to assess the honesty of the client thereby identifying fraudulent applicants. 

WORKING ENVIRONMENT

The post holder is a front-line services team member and will need to be emotionally resilient and able to deal directly with homeless applicants.  He/she will be making decisions that will affect people’s lives.  Face to face meetings may take place at work. Post holder is subject to tight deadlines and is expected to make decisions within set timescales. 

Lone working may be required and the post holder will be required to deal with stressful situations. Although procedures are in place to minimise the risks, the dangers cannot be eliminated entirely.

The post holder may also be required to work outside normal office hours and may participate in an out of hours callout service on a rota basis.


CONTACTS (INTERNAL 30% EXTERNAL 70%)

Internal
	
Officers within other departments to liaise over problem solving, assessments, procedures and reports.

Main contacts – Housing Officers, Legal, Environmental Health, Housing Benefits, Council Tax, Customer services, Councillors. 

External

Homeless applicants and their representatives, housing associations, social and health professionals, private rented sector landlords, police and probation services, legal professionals, voluntary sector and other local authorities and other statutory and voluntary agencies.


