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	ASHFORD BOROUGH COUNCIL


JOB DESCRIPTION


	JOB TITLE:
	Housing Options Triage Officer 

	GRADE:
	SCP 22-25

	POST NUMBER:
	6809A

	RESPONSIBLE TO

	Senior Housing Options Officer 

	JOB SUMMARY:

	Provide members of the public with expert, professional, comprehensive advice and information on all aspects of housing, in line with Council policy and service standards.

Triage the workflow and allocation of new approaches to the Housing Options Team  

Provide administrative and telephone and front line support to the Housing Options Officers and the lettings team. 

Apply expert knowledge of the Council housing allocations policy to enable full assessments of housing need and delivery of appropriate advice. 
Resolve as high a percentage as possible of general enquiries directly by proactively identifying the housing options available for the public to empower them to prevent homelessness

Resolve all case where we have confirmation that a person is not homeless or eligible for assistance under the statutory responsibilities from the Housing Act 1996 (as amended).

Assist in the delivery of a customer focussed service by   influencing efficient and positive outcomes.

	ROLE REQUIREMENTS:
	

	1.
	To triage and assess all approaches to the Housing Options Team ensuring that cases are allocated appropriately for advice and assistance, either via the phone, an office interview or a home visit.  Identify any emergency cases for immediate advice and assistance. 

	2.
	Respond to customer’s requests, either via email, telephone or in person, for information and advice, ensuring that accurate and appropriate information is provided. This should include the provision of low-level housing advice and an explanation of the application processes including an overview of the legislation relating to homelessness and the Council’s lettings policy. 

	4.
	To ensure that records of all communications with customers are accurately recorded on the relevant computer module in real time to aid effective coordination and communication across the wider team.

	5.
	To ensure that enquiries are dealt with in an empathetic and friendly manner, demonstrating high levels of customer care.

	6.
	To provide excellent levels of customer service to both internal and external customers at all points of contact, ensuring that customer service level targets are met.

	7.
	To open new housing options cases on the relevant computer system, when appropriate, and explain the council’s policy and approach to responding to housing advice and homelessness as required.

	8.
	To identify the legal status of the application by careful investigation and interpretation of the law and identify the statutory duties towards the applicant.

	9.
	Where no duties are owed to the applicant, to ensure that case notes are robust and a decision is issued, in writing specifically within the provisions of Part VII of the Housing Act 1996, Homelessness Act 2002, Localism Act 2011 and Homelessness Reduction Act 2017.

	10.
	To carry out casework investigations either via letter, e mail of telephone on behalf of Housing Options Officers, recording all information obtained carefully and accurately to high standards. This will form the basis of the evidence base to support decisions regarding the Councils legal duties to the applicant in line with the homelessness legislation.  

	11.
	Be responsible for coordinating, and where appropriate responding to, new enquiries coming into the section via telephone and via the teams e mail account. 

	12.
	Coordinate enquiries into the team from other departments internally and from external agencies. Develop strong communication links with relevant contacts to ensure a seamless customer experience.

	13.
	Monitor allocations of cases across the Housing Options Officers to ensure even and fair distribution of workload, taking into account existing caseloads, absence and other factors as necessary. 

	14.
	To maintain detailed records and use these to report statistics internally to management and externally to the MHCLG

	15.
	Contribute to the effective promotion of the service including initiatives to prevent homelessness, and the production of all material necessary for its promotion.  

	16.
	Maintain a good understanding and awareness of developments, recommending policy and procedural changes as appropriate, in order to ensure that the service remains relevant, accessible, effective and efficient, and that it continues to reflect the priorities of the Council’s Corporate Plan, Housing Strategy and Homeless Strategy.

	17.
	Manage the incoming post and distribute accordingly.

	18.
	To continually re-evaluate the service you provide to ensure that the Council are at the forefront of best practice. Proactively raise suggestions and ideas for improvements at staff discussion meetings and performance planning reviews.

	19.
	To enhance your own performance by continuously developing your own knowledge and skills, and optimising your own resources to meet your objectives.

	20.
	Health and Safety

All employees have responsibilities under The Health and Safety at Work Act 1974.  These responsibilities are laid out in the Council’s Health and Safety Policy, available on the Intranet or from Personnel.

	21.
	Additional Duties

To undertake any additional duties of a similar level of responsibility as may be required from time to time.

	OTHER CONDITIONS: To work flexibly either remotely or at the workplace as required.
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PERSON SPECIFICATION

	JOB TITLE:
	Housing Options Triage Officer 

	POST NUMBER:
	6809A


	
	Essential
	Desirable

	EDUCATION & TRAINING/ QUALIFICATIONS
	Minimum 5 GCSEs, or equivalent, grade C or above

A practical working knowledge of housing and homelessness legislation, such as the Housing Act 1996; Homelessness Code of Guidance; Protection from Eviction Act 1977 and Deregulation Act 2015 and Homelessness Reduction Act.

The ability to converse at ease with customers adapting communication style to suit differing audiences and provide advice in accurate spoken English is essential.
	NVQ in customer services

	EXPERIENCE
	At least 2 years’ of experience of working in homelessness and housing advice, or a housing related field

Experience of working within a front-line customer-led service, particularly with vulnerable customers

Awareness and/or evidence of working in an environment committed to promoting equal opportunities

Previous experience working in an administrative role involving dealing directly with the general public or customers.
	A good knowledge of external agencies who can assist vulnerable clients

	SKILLS & KNOWLEDGE
	Demonstrate high standards of service delivery. 

The ability to plan, prioritise and allocate work in order to meet deadlines and be responsive to both the needs of the customer and the team objectives. 

The ability to deal sensitively and empathetically with people in acute housing need

Demonstrate confidence and an ability to take ownership of your actions and be responsive to the situation

Demonstrate excellent customer service.

To have excellent communication and interpersonal skills.

To have the ability to keep calm whilst working in a challenging and sometimes pressured environment. 


	

	OTHER REQUIREMENTS
	To be aware, and have a  commitment to, promoting equal opportunities

Be open to new ideas and concepts
	

	OTHER ESSENTIAL REQUIREMENTS TO CARRY OUT POST:  






	KEY COMPETENCY AREAS

	Our Competency Framework has been developed and reviewed over several years in order to achieve a set of professional and key behaviours that our team display every day within our roles. 

It applies to every member of staff, regardless of their role or service that they work for. It considers best practice but also the level at which our team members work in different areas of their job. So although the competency itself will apply to all levels, how it is evidenced within the individual job role may vary.

The competencies will be used for:

Recruitment and Selection – interview questions will be based on these key behaviours to ensure we are bringing the right people into the organisation.

Performance management including appraisals – to keep checking that we are all displaying the right behaviours that will ensure the success of the council’s aspirations

Training and development – to help our teams and individuals focus on developing key behaviours and characteristics
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AMBITIOUS

| under our three values which are integral to the way we do things around here:

GREMMIVE

TRUSTWORTHY

Positive

Innovative

Professional Behaviour

Continuous Improvement

Open to Change

Accountable

Commercial and
Enterprising

Decision Making and Problem Solving

Communication






