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Job Description                                              

Job Title:  Welcome & Triage Coordinator
Accountable to: Head of Support and Housing Operations
Purpose of Job

Purpose of Job
The Welcome and Triage Coordinator plays a central role in Wirral YMCA’s triage service, providing assessment and emergency accommodation for people sleeping rough across the Wirral. As the first point of contact, the Coordinator welcomes individuals in from the streets, offering safety, dignity, and reassurance at a time that can feel vulnerable or overwhelming.
The role delivers a personalised, psychologically informed, solution‑focused service that supports people through crisis and early transition. By engaging with individuals who may have experienced trauma or multiple disadvantages, the Coordinator helps them stabilise, rebuild trust, and begin a pathway towards sustainable accommodation.
The Coordinator offers clear advice on housing and resettlement options, supports clients with practical issues, and works alongside them to restore confidence and hope. Using person‑centred assessments and support plans, the role identifies goals, barriers, and support needs to guide progress.
Strong partnership working is essential. The Coordinator maintains effective relationships with mental health services, drug and alcohol teams, supported housing providers, landlords, the Housing Options team, and the Local Authority to ensure clients can access the right support.
	[bookmark: _Hlk204075846]Specific Duties


Above all, the role ensures every person arriving at YMCA Wirral is met with respect, warmth, and a genuine commitment to helping them move away from the streets.

Delivery of Welfare, Support and Wellbeing
· Work with the Rough Sleeper Outreach Team to ensure safe, smooth transfers from the streets into triage accommodation.
· Complete risk and needs assessments for new service users to ensure safe and appropriate support.
· Provide practical advice and emotional support on arrival, helping individuals meet immediate needs and feel welcomed.
· Support clients to rebuild self‑esteem, dignity, and stability.
· Respond to incidents and challenging situations with professionalism and calmness.
· Undertake occasional out‑of‑hours duties, including emergency meetings when required.
· Induct individuals into the service and ensure they understand expectations of the temporary accommodation.
· Take responsibility for the welfare and safety of all triage clients.
· Coordinate positive move‑on pathways into the main hostel or external services.
Record Keeping & Report Writing
· Carry out online assessments for individuals presenting as homeless.
· Ensure all documentation, records, and statistics meet organisational standards.
· Identify and report voids promptly to maximise room utilisation.
· Develop and maintain accurate support plans and progress records.
· Keep up‑to‑date service‑user information on organisational databases.
· Compile monthly housing reports, including voids and occupancy.
· Work with the Support Manager to monitor rechargeable accounts.
· Follow financial procedures and maintain accurate financial records.
· Complete thorough risk assessments.
· Record and report all safeguarding concerns in line with policy.
Environment, Space and Facilities
· Ensure triage rooms are clean, welcoming, and maintained to a high standard.
· Prepare rooms with essential items so clients arrive to a calm, organised environment.
· Check rooms regularly to ensure hygiene, safety, and good presentation.
· Create a space that reduces anxiety and promotes dignity for individuals coming in from the streets.
· Report maintenance or environmental concerns promptly.
· Contribute to a trauma‑informed atmosphere across the triage area.
Partnership Work
· Build and maintain strong relationships with referring agencies, statutory services, and wider stakeholders.
· Develop positive partnerships with external organisations and referral agencies.
· Attend internal and external meetings to support collaborative working.
· Represent the service at stakeholder events and forums.
· Liaise with Emergency Services when required to ensure safety and wellbeing.
Teamwork
· Participate in annual appraisals, work reviews, and weekly support team meetings.
· Build effective working relationships across YMCA teams to support consistent service delivery.
· Contribute to regular team meetings and collaborative problem‑solving.
· Engage in supervision and appraisal sessions to support professional development.
· Work towards individual, team, and organisational objectives.
· Maintain a flexible, positive, and supportive approach to colleagues.
· Share information and provide cover during absences to ensure high‑quality, person‑centred service delivery.
Health, Safety and Safeguarding
· Provide first aid support when required.
· Carry out routine Health & Safety checks to maintain a safe environment.
· Comply with all Health & Safety legislation, policies, and procedures.
· Record and report safeguarding concerns in line with YMCA Wirral’s policies.
General Duties
· Observe YMCA policies on data protection and confidentiality.
· Maintain full compliance with the Service Code of Conduct and professional boundaries.
· Promote and uphold equality, diversity, and anti‑discriminatory practice.
· Adhere to all YMCA Wirral policies, procedures, and organisational standards.
· Carry out any other reasonable duties required to support the effective running of the service.

	Person Specification



	
	
	Essential / Desirable

	Qualifications


	Educated to A-level or equivalent vocational or professional training in health, psychology, social care, criminal justice, or a related field 
Educated to degree level 

Two years working in a homeless or supported housing setting.

Housing, Health or Social Care Qualification 

	E

D

D
D

	Experience
	Experience working with vulnerable people or those who have complex needs
Experience handling safeguarding concerns
Lived experience of homelessness, substance misuse or related issue
	E

D
D

	Knowledge


	Knowledge of health, social care, housing or criminal justice systems
Knowledge of causes of homelessness, mental health and/or substance misuse
Familiarity with support services in Merseyside or surrounding areas
Knowledge of welfare and Housing Benefits
	E

E

D
D

	Skills & Abilities


	IT skills in Microsoft Office applications
Excellent communication and interpersonal skills
Practical approach to problem-solving
Emotional intelligence
Ability to remain calm when dealing with complex and difficult situations
Ability to self-manage and prioritise time

	E
E
E
E
E

E

	Personal Attributes and Behaviours

	Reliable with a strong work ethic 
Highly committed to improving the lives of vulnerable people

Prepared to work at unsociable times

Highly empathetic, respectful and non-judgmental 
Friendly personality, confident and outgoing  

	E
E

E
E
E
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Job Description
TITLE: Multi Skilled Support Worker

ACCOUNTABLE TO Support Manager & Specialist Team Manger

Hours of work

YMCA Wirral is a 24 hour a day operation and the successful post holder will
work as part of a 3-week rolling rota system of early and late shifts, working a 37
% hours week, which will include weekends and bank holidays.

Main Purpose of Job:

To assist in the delivery of effective, high quality psychologically informed support
services to vulnerable, single homeless individuals, a number of whom have
complex needs such as mental health issues, substance and alcohol misuse
problems, offending behaviour, and who are vulnerable to rough sleeping with
the aim of promoting independent living.

The multi-skilled support team work as a close-knit team with the Support
Manager and two Specialist Team Leaders in the development of operational
planning and service delivery to the highest standards

Main Responsi

The specific areas of responsibility are set out below and are subject to regular
review in order to meet the changing needs of the services users of YMCA Wirral
and the environment in which it operates.
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Carry out new resident welcomes, inducting clients into the service
including registering with doctors' etc.

Ensure that clients have a full understanding of their rights and
responsibilities during their stay at the YMCAW.

Support clients to achieve their goals and targets as defined! agreed within
their support plans and support contracts

Manage, update and communicate resident risk assessments in line with
YMCAWW policy and procedure

Ensure that support is person centred and clients help shape their own
support and take part in activities.

Undertake planned key-work sessions each week with clients using a
psychologically informed, person-centred flexible approach.

Offer a creative but assertive approach in order to seek to engage rather
than taking the route of punitive action that could lead to disengagement
and eviction

Be able to handle and manage violence or aggressive behaviour.

Assess and record support needs using the Outcomes Star assessment,
plan support around individual need. Regularly review and develop
mutually agreed support plans with clients and any other professional
involved in the support of those individuals e.g., Social Workers, CPNS,
Probation Officers.

Hold 3-way meetings and coordinating the support of clients with other
professionals

Maintain accurate record keeping, and up to date records using the in-
house IT system OSKA and in resident’s files.

Conduct monthly/quarterly risk assessments of clients keeping all relevant
parties informed of updates/changes.
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