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Role Profile

ROLE TITLE:                           Referral Officer 
	REPORTS TO: 
Referral Hub Manager 
	ROLE BAND: 4

	DIRECTORATE: Housing
	NO OF DIRECT REPORTS: N/A

	DBS REQUIRED: Yes
	LEVEL OF DBS: Enhanced

	QUALICATIONS REQUIRED: Qualified to at least Level 2 in Literacy and numeracy, and with good knowledge of use of ICT in learning and of the use Microsoft Office including Word, Excel, and Outlook.


	PRIMARY PURPOSE OF THE ROLE

	Nacro Bail Accommodation Support Service (BASS) is a national contract commissioned by the Ministry of Justice.  BASS provides accommodation for those individuals who are being released from custody on their home detention curfew (HDC), from court on bail or offenders who are currently in the community but there has been a break down in the address and they are unable to continue to reside there.

The role sits within the Referral Hub. The Referral Hub is the initial point of contact for all BASS related enquiries. The Hub are responsible for processing the referrals which are received from stakeholders, such as prison, probation and court and making a decision regarding an individual’s suitability and placement for service. They work cross departmental with operational staff to deliver an end to end service from point of referral to induction.  


	KEY RESPONSIBILITES

	· To take referrals from referrers over the phone, via email and fax, or within referral institutes or other locations as directed by the management team ensuring excellent customer service and confidentiality of data is provided/maintained at all times.
· To maintain accurate records relating to enquires, referral applications, assessment, outcome, and placement of service users analysing and flagging any anomalies to line manager in line with policies and procedures.
· Make time bound decisions regarding the placement of a service user in conjunction with support colleagues and managers and in line with contractual and internal policies. Escalating to line manager when they feel a decision needs challenging.

· Ensuring appropriate placements in sensitive addresses with more complex criteria whilst making defensible decisions on a referral suitability and documenting any risk assessments required.
· Deal with challenging conversations with people contacting the service to make a complaint – handling tactfully whilst gaining the required information to then hand on to the most appropriate person.

· Escalation to manager for sign off / approval when a certain criteria is met around risk or sensitivity. Beneath this threshold the Referral Officer retains complete accountability for the decision making of accepting that service user into BASS and the information shared with support teams to allocate placement. 
· To undertake referral related administrative tasks including coordinating and collating feedback narratives from services users in line with local and national policies.
· To log and respond within policy and advise delegated authorities, of all complaints, feedback and compliments received.


	PROFESSIONAL & TECHNICAL EXPERTISE

	· Experience of working within the support or care setting and or with vulnerable people with a range of support needs (Desirable).
· Experience of assessing risk or proven ability to demonstrate an understanding of the principles of risk assessment and management within the support or care setting.
· A sound understanding of Safeguarding procedures and protocols.


	ORGANISATIONAL PERFORMANCE AND COMPLIANCE

	· Ensure that all the required health & safety checks are undertaken in person or by colleagues, taking any necessary remedial action. 
· Ensure that you maintain up to date records via relevant and appropriate systems within specified timeframes and produce reports as required.
· Positively promote and represent Nacro at all times, building strong relationships with colleagues to work as part of an integrated team focused on meeting the needs of services users/learners.
· Adhere to Nacro’s Safeguarding and data policies and procedures at all times and comply with legislation and statutory duties and data controls protocols and ensure that you understand and deliver your responsibilities.
· Promote and carry out all responsibilities with full regard to Nacro’s Equality and Diversity Policy.
· Ensure you follow the financial regulations, policies, and procedures at Nacro.
· Represent Nacro at a local level and promote the work that we do across a range of interviews; this might include presentations and briefing sessions to external agencies.
Your duties may vary from time to time within the broad remit of your role and grade. You are required to undertake any such reasonable and appropriate duties.
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