Values and Behaviours

Job Description

Job Title:		Housing Options Triage Officer	

Pay Grade:		W3
Directorate:	People and Communities	
Team:	Housing Solutions	
Reporting to:	Housing Options Team Leader	

Responsible for:	N/A

Job Purpose:
To provide a customer-focused, legally compliant front door triage service for residents seeking housing advice and/or presenting as homeless or threatened with homelessness. The postholder will act as the first point of contact for homelessness enquiries (telephone and face-to-face), completing initial assessments, identifying risk and safeguarding concerns, providing prevention-focused advice, and ensuring timely escalation to Housing Options Officers where statutory duties may apply.

The role supports an efficient allocation of cases and accurate recording of information, helping to reduce avoidable demand on Housing Options Officers and ensuring residents in crisis receive a safe, informed and consistent response. (This reflects the core design of comparable roles in other authorities: frontline triage + prevention advice + effective data/case allocation.) 

Main Tasks:
1. Front Door / First Contact Triage
· Act as the first point of contact for Housing Options and homelessness enquiries (telephone, email and face-to-face where required), providing a calm and professional response to residents who may be distressed or in crisis.
· Undertake initial triage assessments to establish housing circumstances, urgency, and appropriate next steps, including whether escalation for same-day duty support is required.
· Determine whether a household may be homeless or threatened with homelessness and whether they are at risk within 56 days, and escalate/referral appropriately. 
2. Homelessness Prevention Advice and Early Intervention
· Provide clear, practical housing advice and prevention-focused assistance to residents, including signposting and guidance on available options and support pathways (e.g. accessing relevant services/benefits and prevention support where applicable). 
· Support early intervention by helping residents understand options, documentation requirements, and next steps, operating within agreed procedures. 
3. Safeguarding and Risk Identification
· Identify and record safeguarding risks and vulnerabilities at first contact, escalating concerns in line with Council safeguarding procedures and ensuring urgent risks are prioritised.
· Handle sensitive information appropriately, maintaining confidentiality and data security at all times. (Handling sensitive data and operating accurately is a stated expectation in comparator roles.) 
4. Case Management, Recording and Administration
· Ensure all customer records are accurate, comprehensive and up to date on relevant IT/case management systems, including triage notes, evidence/document tracking and key actions.
· Support the effective allocation of cases by gathering required information and ensuring the right cases progress to Housing Options Officers for statutory assessment and decision-making. 
5. Appointments, Referrals and Co-ordination
· Book appointments for Housing Options Officer advice/assessments where statutory assistance may apply and manage a structured pipeline of triage outcomes.
· Refer urgent cases (e.g. same-day homeless presentations) to the duty Housing Options Officer in line with local arrangements.
· Liaise with internal colleagues and external agencies/partners to support residents to access appropriate services and achieve prevention outcomes.
6. Customer Experience and Service Improvement
· Provide a consistent, customer-centric triage experience, reducing avoidable “hand-offs” and ensuring residents receive informed advice at the earliest point.
· Contribute to continuous improvement by highlighting emerging themes, demand patterns, and process issues affecting front door performance.

People Management: N/A

Service Management:
· Contributes to the effective delivery of the Housing Options / Housing Solutions front door service by ensuring timely and accurate triage, prevention advice and appropriate escalation/allocation of cases. 



Financial Responsibility:
· None (other than responsibility for delivering work efficiently and supporting value for money through effective triage and prevention).

Other Responsibilities:
· Comply with all relevant Council policies including health and safety, information governance, equality and diversity, safeguarding, and customer care standards.
· Undertake other duties commensurate with the grade and role requirements, supporting the service as needed.




































Person Specification

	 Criteria
	 Standard
	E/D
	Measure

	Education & training
	· GCSE English and Maths (or equivalent)
· Training/knowledge in homelessness / housing advice / safeguarding
	E
D
	A
A/I

	Experience
	· Experience in a housing, customer service, advice/advocacy, or similarly busy frontline environment
· Experience working with vulnerable households and/or customers in crisis; ability to remain calm and professional
· Experience dealing with difficult customers, conflict management and de-escalation 
· Experience handling sensitive data and using case management/IT systems 
· Working knowledge of homelessness / housing options legislation and the local authority role in homelessness and housing allocations (including tenancy law and eligibility)
· Understanding of homelessness prevention approaches and triage processes
· Ability to analyse and interpret complex information and situations; make sound triage decisions within procedures
· Excellent communication skills, including explaining complex/sensitive information clearly to different audiences
· Ability to work independently, using initiative when required (including operating outside procedures appropriately when necessary) 
· Strong organisation and attention to detail; able to work under pressure and to deadlines in a high-volume environment
· Safeguarding awareness and the ability to identify and escalate concerns appropriately 
· Commitment to equality, diversity and a customer-centred approach
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	Special Requirements
	· Ability to work flexibly to meet service demand (within contracted hours and local arrangements)
	E
	A/I



Key:
E = Essential, D = Desirable, 
A = Application Form, I = Interview, P = Presentation 



Candidate Screening

	Does Rehabilitation of Offenders Act 1974 apply?

	No 

	Disclosure and Barring Service check required and level

	Yes
Enhanced


	Is this a Politically Restricted Post?

	No

	Does this role have emergency responsibilities?

	No
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	[bookmark: _Hlk221118842]	Teamwork
Working together across teams, partner organisations and communities to achieve shared goals.
	Honesty
Acting honestly and openly in all communications and decisions.
	Respect
Valuing diversity, treating everyone with dignity, and ensuring fairness.
	Innovation
Encouraging new ideas, continuous improvement, and embracing change with strength, flexibility, and a recognition that being better doesn’t have to cost money.
	Value-Led
Public Service is at our core; putting the needs of residents at the heart of decisions, focusing on meaningful outcomes and striving for excellence.
	Empowerment
Supporting staff to take initiative and influence their work, maintaining high standards of conduct, competence, and ethics.

	
Listen to each other, share knowledge and expertise to achieve our goals. 

Take responsibility and work proactively. 

Work collaboratively, building productive relationships, finding common ground and helping each other to achieve shared outcomes. 

Be united across teams, as a single organisation, without silos, to meet our residents’ needs.


	
Be transparent in our decision-making, proactively sharing explanations and building trust between the Council and residents/customers. 

Communicate openly, showing respect and understanding. 

Exchange reflections and constructive suggestions to improve the way we work, without blame or judgement. 

Be authentic and our actions match our words: we say what we mean, and we do what we say we will do.
	
Value new and different ideas and listen actively to all points of view, even if we disagree. 

Treat everyone (residents, customers, partners and staff) fairly and create an inclusive environment where everyone feels respected and are accountable. 

Embrace diversity, appreciating its benefits and getting the most out of its opportunities, so everyone feels valued and included. 

Take time to recognise, acknowledge and appreciate each other and celebrate successes, so we know our voices are heard and our actions are valued.
	
Challenge the status quo, embracing change and adapting to meet future demands. 

Continuously learn and develop, using data and experience, and listening to residents and customers, to recognise what’s working well and what we can do differently.

Maximise opportunities to improve; building on our existing skills, processes, infrastructure, technology and tools to be the best we can be. 

Encourage and welcome new ideas, discovering new ways of doing things, finding creative solutions to problems and turning uncertainty into opportunities.
	
Always keep our residents and customers in mind and are committed to delivering the best we can, while spending public money wisely.

Hold ourselves to high standards, acting as a role model. 

Live by our values and are focused on outcomes.

Prioritise wellbeing, leading with compassion and empathy.
	
Serve our residents and customers proactively and decisively, confident in our authority, autonomy and areas of expertise, and making courageous decisions. 

Support residents and customers to be as independent as possible, promoting self-service for those who want it, so we can provide greater support to those who need it.

Trust each other, and challenge unprofessional behaviour.

Actively create the environment and opportunities for learning and skills development, and each of us takes responsibility for making the most of them.
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