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Position Description 
Support Worker
	Position Title:
	Support Worker

	Manager (reports to):
	Team Leader, Housing Support Programs

	Division: 
	Client Services

	Program:
	Better Homes Better Health

	Primary Location:
	240 Malvern Rd, Prahran VIC  3181
	Other Location:
	Additional sites as required

	Classification (Grade/Level):
	Level 3

	[bookmark: _Hlk146195247]Enterprise Agreement or Award:
	Community Health Centre (Stand Alone Services) Social and Community Service Employees Multi Enterprise Agreement 2022 or its successor


Better Health Network

Better Health Network (BHN) is a not-for-profit organisation providing integrated health and wellbeing services to people of all ages in communities across south-eastern Melbourne. We proudly provide a wide range of services to support healthy living, general wellbeing and social connection. These include specialist medical services, dental and allied health, nursing and counselling services, as well as aged care social supports and NDIS disability services. With the vision, Your health, your choice, your way, we exist to deliver accessible services that meet the needs of our communities and use our influence to create positive change.
The Better Homes Better Health program provides relocation and community support to public housing residents transitioning from public housing high rises into social housing as part of the Victorian Government’s High Rise Redevelopment Program. The program is staffed by a multi-disciplinary team aiming to promote the health and wellbeing of isolated and vulnerable residents by improving access to health and support services and strengthening their sense of safety and connection in the community as part of their relocation process.

Position Objective

This role combines community engagement and service navigation to support public housing residents to actively participate in community life and confidently access health and social services as part of their relocation to a new home. The position is primarily community-based, delivering assertive outreach support to public housing residents living in social housing. The Key Worker will build trusted relationships with residents, provide culturally responsive community engagement, and link people to appropriate services — acting as a visible and accessible bridge between residents and the wider support system.
This position focuses on community presence, relationship-building, assertive outreach and service navigation — working under general direction in the application of established procedures, methods and guidelines, exercising initiative in the application of established work procedures, alongside the broader Low-Cost Accommodation service teams to maintain sustainable tenancies. The Key Worker exercises initiative in the application of established work procedures and provides day-to-day guidance to lower-classified staff and volunteers.


Key (Professional) Responsibilities

Community Engagement & Outreach
· Build and sustain trusting, culturally safe relationships with residents across public housing high rises estates through regular community presence and assertive outreach to relocated residents at their new social housing homes.
· Plan and facilitate community groups, social activities and health promotion events that respond to the interests and needs of residents.
· Identify and engage isolated or hard-to-reach residents, providing a friendly and consistent point of connection with the program.
· Represent BHN at community events, resident meetings and local networks, promoting awareness of available services. 
· Identify and raise potential special interest groups and health promotion opportunities arising from community engagement activities.
· Provide practical assistance and assertive outreach for residents to live in their homes. For relocating residents, prepare and complete their relocation including assistance with identifying what is important for their home, transportation assistance to housing viewings, packing support, home design assistance and settlement support including linking into new community supports.

Service Navigation & Linkage
· Develop individual support plans in partnership with residents, exercising professional judgement to identify goals, set outcomes and prioritise actions in response to their community and health needs.
· Utilise a range of approaches including structured screenings, observations and self-report, applying discipline knowledge and professional judgement to identify unmet needs of residents.
· Identify and escalate unmet health, social and wellbeing needs of residents to the Team Leader to support timely responses.
· Provide practical, accessible information to residents about available community services and make linkages to a broader range of health, social, housing and community services.
· Support residents to navigate service systems including community health, GP services, government agencies and social supports by providing information, accompaniment and referrals as appropriate.
· Assist residents with transport to appointments and community activities where required including hospital outpatients, GP clinics and community health services.
· Utilise Flexible Care Funds in response to residents’ identified needs, as directed by the Team Leader.
· Work with families, carers and interpreting services as required.

Documentation & Administration
· Maintain accurate and timely client records and program documentation in accordance with BHN policies and relevant legislative requirements.
· Contribute to program reporting, data collection and quality improvement activities as required.
· Provide day-to-day guidance, on-the-job coaching and mentoring to lower-classified staff and volunteers, including modelling culturally responsive practice and supporting their professional development.





Organisational Responsibilities 

(Self) Leadership: 
· Stay current with industry developments, enhancing professional knowledge and technical skills to maintain best practice.  
· Adapt to organisational needs, undertaking additional responsibilities as required to support BHN’s operations and strategic priorities.  
· Ensure ongoing compliance, adhering to relevant legislation, funding guidelines, service standards, and contractual obligations.

Occupational Health & Safety: 	
· All employees are responsible for taking reasonable care of their own health and safety, as well as the safety of others affected by their actions at work, and for adhering to BHN’s Occupational Health & Safety frameworks. 

Risk Management: 
· Actively identify, report, and manage risks to ensure a safe and efficient work environment. 

Quality: 
· Follow BHN’s policies and procedures to ensure compliance and consistency in service delivery.  
· Engage in quality improvement initiatives and actively involve clients in these activities when applicable. 

Behavioural:
· All employees are expected to demonstrate behaviours and capabilities that align with our organisational values of Accountability, Collaboration, Respect, and Courage. These expectations are tailored to the level of responsibility associated with each role. The specific capabilities for this position can be found in BHN’s Values Capability Matrix.
· Perform duties in accordance with BHN policies and procedures.
· Undertake other duties as reasonably directed. 

Working Relationships 
Direct Reports:
· Nil  
Internal working relationships include: 
· Better Homes Better Health team
· Older Persons High Rise team
· Low-Cost Accommodation service teams
· Allied Health clinicians
· Health Promotion team
External working relationships include: 
· Public housing residents
· Department of Families, Fairness and Housing
· Community organisations, local government and neighbourhood houses
· GP practices, specialist services and other health providers


Key Selection Criteria
Essential Qualifications 
· Certificate IV or Diploma in Community Services, Health, or a related field (or equivalent demonstrated experience).
· Valid Driver's licence.

Essential Experience
· Minimum of 3 years' relevant experience working in the community services, health or social services sector, including demonstrated capacity to work under general direction and exercise initiative in the application of established work procedures, methods and guidelines.
· Experience engaging with people from diverse backgrounds including older adults, people experiencing social isolation, and those from CALD communities.
· Experience providing outreach, community engagement or service navigation support.

Essential Skills and Attributes
· Sound understanding of community development principles and the social determinants of health.
· Clear understanding of and commitment to the Social Model of Health.
· Demonstrated knowledge of, and experience applying, community engagement and service navigation practice, with scope to exercise initiative in the application of established work procedures, methods and guidelines.
· Strong interpersonal and communication skills, with the ability to build rapport and work effectively with people experiencing complex needs or challenging behaviours.
· Ability to provide accessible, non-judgmental service navigation support and warm referrals.
· Knowledge of the issues faced by older people living in public housing, including social isolation, housing instability and barriers to health access.
· Demonstrated ability to work both autonomously in outreach settings and collaboratively within a multi-disciplinary team.
· Strong organisational skills and attention to detail for record-keeping and documentation.

Desirable Criteria
· Experience or lived knowledge relevant to the communities served (e.g. CALD, LGBTI+, public housing).
· Proficiency in a language other than English.
· Knowledge of local community resources and services across south-eastern Melbourne.


Inherent Requirements 
BHN endeavours to provide a safe working environment for all staff. The below describes the critical inherent requirements associated with this job. 
Physical
· Frequent movement, standing, sitting and computer tasks, manual handling, or use of equipment in line with role/task requirements.
Cognitive
· Attention to detail and task accuracy to minimise risk to self and others.
Psychosocial
· Exposure to emotional situations; resilience required to manage stress.
· Must report hazards, incidents, and follow safe work procedures (WHS duty of care).


Compliance
Compliance Responsibilities:
It is the responsibility of both the Manager, and Incumbent(s) of the role to ensure the employee(s) performing the role meet relevant requirements of Professional Standards/Codes of Conduct imposed by AHPRA, National Boards, or under Industry Codes. It is the responsibility of both the Manager, in partnership with People and Culture, to ensure that probity checks remain compliant.

Probity checks must be completed as indicated ☒
	☒ National Police Check [Mandatory]*
	☒ Working with Children Check [Mandatory]

	☒ Evidence of Right to Work in Australia [Mandatory]
	☐ NDIS Worker Screening Check

	☐ Statutory Declaration  Aged Care Statutory Declaration
	☒ Aged Care Worker Banning Order Check

	☐ Professional Registration Choose an item.
	☐ First Aid Certificate

	☒ Current full or probationary driver’s licence
	☐ Vaccination Requirement Category B

	☐ Other:
	☐ Other:


Please refer to the Credentialling and Scope of Practice Policy for further information and the Immunisation Policy for details regarding immunisation categorisation, please note all Category A workers are required to be vaccinated annually for seasonal influenza. *International Police Check required if the person has lived in any other country for at least 12 months in the past 10 years.
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