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	Job Title:
	Suffolk Healthy Homes Support Officer (Vulnerable residents)

	
	Service Area:
	Private Sector Housing

	
	Team:
	Private Sector Housing

	
	
	Band 5 



Job Description

Main Purpose of Job:
To promote and deliver Health and Housing services to eligible residents of Suffolk with a focus on supporting the more vulnerable residents. You will assess each client and determine how best to support them to navigate the complex system of multi-layered assistance available across Suffolk. You will carry out home visits with an “eyes wide open” approach. Follow up support may include help with completing forms, making calls, contractor liaison, evidence gathering and linking with other services to facilitate a wraparound support network to ensure as far as it is reasonable that when the job is completed the client has a safe home environment.
As you will be required to visit residents at home and will need to have the skills to be able to assess their living conditions and their lifestyle to identify the other support services they may be able to access to improve their quality of life. With their consent you can then make appropriate referrals and be a point of contact for partners. Warm Homes is a member of the Suffolk Information partnership which will facilitate referrals.
You will be a key member of the Health and Housing team and will also need to be able to assist with the range of administrative tasks required to be carried out.

Our Values
You will be expected to work in line with our values which are:
	Proud - Believing in who we are, what we do and where we live

	Dynamic - Transforming the future with you in mind

	Truthful - Honest and clear in all we do

	Good Value - Delivering outstanding services, smartly & economically

	United - Whoever we work with, we work as one team



Key Responsibilities:
1. To be responsible for completing high quality in-home energy surveys, identifying needs both within the scope of Warm Homes Healthy People (such as property eligibility checks for heating, insulation and other energy support) and also needs which can be met by outside, partner agencies.
2. To provide ongoing support to residents who are more vulnerable and need additional assistance with processes, obtaining documents, completing forms and with the upheaval of having work done.
3. To liaise closely with other teams and partner organisations to ensure expert support is brought in at the right time to make a difference. This will include Communities Teams, Safe Suffolk Renters Programme, Housing Needs and Homelessness, Social Care, Independent Living, Health services, Warm Homes Healthy People, Citizens Advice Bureau, DWP, Stepping Home, and others across Suffolk.
4. To be aware of the main areas of home safety identified by the Housing Health and Safety Rating system and be able to recognise defects that could give rise to risks.
5. To seek and apply for charitable funds to support clients as necessary.
6. To maintain an expert level of understanding about sources of funding to support energy efficiency improvements and energy costs to advise residents confidently.
7. To make grant applications (e.g. Local Welfare Assistance), and support applications for other benefits such as Attendance Allowance and Personal Independence Payments where necessary.
8. To manage a small housing solutions budget (as available), to enable timely in-home support with repairs and equipment such as de-humidifiers and loan heaters.  
9. To advise and support residents through the funding application process, including attending with contractors as necessary to provide reassurance and confidence in the process for the resident.
10. To maintain up to date knowledge of the benefit system and develop good knowledge of how to make applications to make good quality referrals to appropriate partner agencies when necessary.
11. To collect high quality data and records, and to store and share in accordance with internal data protection requirements.
12. To build relationships and raise awareness of fuel poverty and Warm Homes Healthy People in the community and to professionals including attending community events.
13. To work with the Health and Housing manager to support local pilots with health services to target advice and support to the most vulnerable in the community.
14. To support and contribute to multi-agency meetings at a Suffolk level 
15. To develop appropriate targeted materials (including leaflets, flyers, videos and online material) including providing resources in different format to increase accessibility to these services for communities where English is not the first language. 
16. To manage resources effectively, and efficiently and facilitate sharing of resources to maximise capacity and availability 
17. To prepare and present reports where required within the scope of the role 
18. To review and evaluate activities and help to demonstrate the impact of the role and operate on a continued improvement model. 
19. To manage stocks of materials and equipment including ordering and stock control and arrange delivery of draughtproofing, winter warmth packs and other energy efficiency measures as required
20. To deliver and manage control of service loan heaters across Suffolk and keep records of those allocated or loaned out.
21. Assist in the production of statistical information to produce service plans and performance monitoring and compliance with external funder’s requirements.
22. Assist with development of administrative systems or processes required within the Team, liaising as appropriate with involved parties, including testing before rolling out.
23. Regular face to face, telephone, mail and e-mail contact with service users and partners. Providing advice on detailed matters related to the service within the scope of the postholder’s knowledge. This would be at a level above that expected of the Customer Services call centre team. 
24. To check and verify data to confirm eligibility and second check as required as part of the auditing processes. 
25. To operate and maintain knowledge of matters regarding the use of information technology, specifically service database and survey recording equipment. 
26. To attend surveyor training and other relevant training when required to continuously improve knowledge of technical and practical solutions
27. To undertake such other duties as may reasonably be required compatible with and/or arising from those listed above.
28. To promote and adhere to the workplace values of our organisation.

Line Manager:  	Health & Housing Manager
Responsible for:  	NA

Political Restriction: 	This post is not politically restricted.

Note:	This is a description of the job as it is constituted at (August 2026) but, as the organisation develops, it may be necessary to vary the duties and responsibilities from time to time.  It is the practice of the Council to periodically review Job Descriptions to ensure that they relate to the job as being performed or to incorporate whatever changes may be necessary.  It is the Council’s aim to reach agreement to such reasonable changes with the postholder but if agreement is not possible the Council reserves the right to insist on changes to the Job Description after consultation with the postholder.

Person Specification
	
	Essential
	Desirable

	Knowledge and Experience
	· Knowledge of basic energy efficiency in domestic situation
· Working knowledge of the Benefits system
· Experience of local government or working in a very large complex organisation 
· Awareness of Council Policies, Standing Orders and Financial Regulations.
·  Extensive experience in customer facing environment
· Awareness of energy support available in Suffolk
· Knowledge of Suffolk’s ECO Flex Statement of Intent
· Knowledge of LAD Green Home Grants & eligibility
· Knowledge of minimum energy efficiency standards in privately rented properties
· Good knowledge of energy performance certificates
	· Knowledge of building construction


	Skills and Abilities:

	· The ability to work flexibly and as part of a team
· Sensitivity to personal circumstances of vulnerable clients
· Caring and empathetic
· Ability to analyse and solve problems.
· Have clear precise written and oral communication skills
· Excellent level of IT skills including experience of using Word, Excel and databases.
· Good organisational skills and ability to organise data and client information.
· Presentation skills.
· Decision-making.
· Time management.
· Ability to relate effectively with other officers, external agencies, and the public
· Ability to work under pressure and to tight deadlines 
· Have energy and enthusiasm for taking on new and challenging tasks
· Takes responsibility for individual and organisational decisions
· Acts with integrity
· Ability to organise and prioritise own workload
· Ability to investigate and resolve complaints
· Sensitivity to commercially confidential information
	

	Education and Training
	· NVQ Level 2 qualification or similar or equivalent experience.
· City and Guilds Energy Awareness Level 3
	

	Other Requirements
	· A commitment to own development and to supporting training and development initiatives.
· Flexible and willing to work outside of normal working hours.
· Willing to work across all parts of Suffolk
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