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	Job Title 
	Housing Triage Officer 

	Team
	Housing Options Team 
	Grade
	7

	Reports to
	Housing Options Team Leader

	Date
	September 2026



One Arun:
	[bookmark: _Hlk141282822]Every role at Arun contributes towards our Vision – A better future, and every employee strives to embrace and champion our Values:
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Professional standards in Housing:
	All housing postholders will work in accordance with the Chartered Institute of Housing (CIH)Professional Standards and maintain professional competence through ongoing learning and development. Postholders will also support resident-focused services by listening to residents, responding appropriately to feedback and concerns, and contributing to service improvement. They will promote inclusive and respectful behaviours, challenge poor practice where appropriate, and escalate concerns to help safeguard residents and uphold service standards.

Professional standards are assessed at interview and supported through regular reviews, training and CPD.

All postholders are expected to be familiar with the CIH Professional Standards which can be accessed by using the link below or via the CIH website: 
CIH professional standards for housing professionals

All housing colleagues will also be provided with a copy of the CIH Professional Standards during their induction.






Overall job purpose:
	To provide a high-quality first point of contact for customers seeking housing advice and assistance. 

To undertake initial assessments of housing need, identify homelessness risks, provide advice and information, and ensure customers are directed to the most appropriate service or intervention.

To support the prevention and relief of homelessness through effective triage, customer engagement and partnership working in accordance with the Housing Act 1996, Homelessness Reduction Act 2017 and Renters' Rights Act.



Key areas of focus:
	[bookmark: _Hlk146096760]1.
	To triage, interview and assess the housing and support needs of customers approaching the Council for advice on their housing situation.

	2.
	Conduct initial housing assessments and enquiries to determine whether a homelessness application should be taken and identify appropriate prevention or relief interventions.

	3.
	Gather and verify information and supporting documents to support assessment of housing need and eligibility.

	4.
	To work proactively with clients to prevent homelessness wherever possible, through providing an advisory and advocacy role in areas such as negotiating with families; landlords/agents; lenders, providing debt advice and liaising with other agencies.

	5.
	To liaise with other Council departments and external organisations, agencies and service providers as appropriate including Adult and Children Services, medical professionals, the Police, Citizens Advice, Probation service, Department of Works and Pensions and Support agencies as required.

	6. 
	Prepare cases and recommendations for formal Section 184 homelessness decisions to be considered by Housing Options Officers or senior colleagues.

	7.
	To triage all Duty to Refers made to the Council, ensuring assessments are scheduled.

	8.
	To attend advice and options surgeries, undertake assertive outreach as    required and to undertake home visits and property inspections to customers who are threatened with homelessness as necessary.

	9.
	Support implementation of the Renters' Rights Act and identify cases where information should be shared with relevant enforcement teams

	10.
	To keep up to date on all housing and other related and relevant case law, policy and housing and welfare benefit issues and maintain knowledge on Council policy and procedures.

	11.
	Assist clients to access the Crisis Resilience Fund and the Council’s Rent Deposit/Bond scheme, RIA and other homeless prevention tools.

	12.
	To participate in the Council’s out of hours homelessness emergency service. This will be on a rota basis, one week at a time. You are reimbursed additionally for this work

	13.
	To contribute to performance reports and outcomes against agreed service standards and performance measures.

	14.
	To maintain comprehensive, accurate, and timely records of all contacts and actions fully utilising all IT systems operated by the Council.

	15.
	To comply with all the Council’s policies, procedures, regulations and initiatives, in particular, Equality and Diversity, Health and Safety and Safeguarding.

	16.
	To ensure that all works completed are in accordance with Arun District Council’s standing orders, financial regulations, legal requirements and statutory and regulatory obligations, ensuring adequate monitoring and auditing processes are in place.

	17.
	To positively represent and promote Arun District Council, at all times.

	18.
	To develop effective working relationships with internal and external customers, colleagues and agencies to ensure the highest standards of service are achieved.

	19.
	To carry out any other duties appropriate to the grading of this post as required by any member of the Housing Services management team.



Additional information (not contractual)
	1.
	Responsible for 0 staff.

	2.
	Not responsible for budgets.

	3.
	Service delivery; 

The postholder is expected to contribute to the improvement of service delivery standards.











Role Requirements
The following outlines the criteria for this post. Applicants will be shortlisted and interviewed to assess if they meet the criteria for the role. 
	
Criteria
	Essential
	Desirable

	Professional Qualifications          

	GCSE English and Maths level 4/pass (or equivalent)
	       x
	

	Experience

	Experience of delivering front-line customer services
	         x
	

	Experience of working with vulnerable or distressed customers
	         x
	

	Experience of assessing customer needs and gathering information
	         x
	

	Experience of maintaining accurate records and using case management systems 
	  
         x
	

	Experience of working with partner agencies to achieve positive outcomes
	         x
	

	Experience in homelessness, housing advice, housing allocations or related services
	         
	         x

	Experience of working in local government or social housing
	      
	        x

	Knowledge

	Awareness of the Housing Act 1996 and Homelessness Reduction Act 2017
	         x
	

	Awareness of safeguarding responsibilities
	         x
	

	Awareness of the impact of the Renters' Rights Act
	         x
	

	Knowledge of social housing allocations
	
	         x

	Knowledge of welfare benefits and housing affordability
	
	         x

	Understanding of private rented sector issues
	
	         x

	Behaviours

	Empathy: Is understanding and considerate to the unique feelings, needs and rights of others, trying to see things from their perspective, without judgement.
	
         x
	

	Active listening: Listens effectively to others and is able to clarify understanding through effective questioning/ paraphrasing.
	         x
	

	Transparency: Is open, authentic and honest in actions, decisions and communications.
	         x
	

	Competencies

	Communication (written/oral): Able to communicate (sometimes contentious matters) clearly, appropriately and respectfully at all levels.
	  
        x
	

	Critical thinking: Able to separate information, prioritising this and referring to policies and procedures before making decisions.
	
        x
	

	Emotional intelligence: Works to develop self-awareness, empathy, and an understanding of stress management and others emotions, to help build rapport, support collaboration and diffuse difficult situations.
	
        x
	

	Initiative: Understands what needs to be done and accomplishes it proactively and with minimal supervision. 
	        x
	

	Problem solving: Able to identify issues related to the job, offering solutions
	        x
	

	Working with stakeholders: Displays Arun’s values and behaviours when interacting with internal and external stakeholders.
	        x
	

	Other 

	
	Yes
	No

	Does this role require a basic DBS check?
	        x
	

	Will the post holder be required to take card payments via MOTO. (If yes – needs basic DBS).
	        x
	

	Is this a Politically restricted post?
	
	       x

	Does this role require any out of hours/ weekend/ evening/ rota work?  
	        x
	

	Does this role require a driver’s licence and access to a vehicle?
	
         x
	

	Does this role attract an essential car user allowance?
	
	
        x

	Does this role attract a market supplement?
	
	        x

	Does this role require a uniform?
	
	        x
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