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	[bookmark: _Hlk214287517]POSITION DESCRIPTION: Intake and Access Officer  


	Classification
	Level 3 of the Social, Community, Home Care and Disability Services (SCHADS) Industry Award

	Hours of work
	Part-time 0.6 FTE (Mondays, Wednesdays and Thursdays)

	Duration
	Fixed Term until 30 September 2027


	Location
	Fitzroy Town Hall

	Reports to
	Manager – Intake, Access and Data

	Direct Report/s
	NA 




	About us

	Fitzroy Legal Service (FLS) is dedicated to assisting the most marginalised members of the community with legal information, advice and representation, as well as championing law reform and conducting public interest litigation.
Fitzroy Legal Service provides legal services for communities who are disproportionately impacted by law and policy, and those who face systemic barriers to accessing justice. 

We provide various multidisciplinary outreach programs reaching communities of colour, people at risk of or experiencing homelessness, LGBTIQA+SB communities, victim-survivors of family violence and people who use drugs.

Our vision: A fairer Victorian community, where the legal and social systems support equality and justice for all.

Our values: Integrity | Courage & Passion | Empowerment & Advocacy | Connected to Community




	Position Objective
	The Intake and Access Officer works within the Intake and Access Team and is responsible for delivering high quality, timely, and client focused intake and referral services. As the first point of contact for clients and community members seeking legal assistance, the role ensures accurate triage, referral and/or intake.




KEY DUTIES AND RESPONSIBILITIES

	Client intake, referral and triage 
	Provide high quality, client-centred, trauma-informed and culturally safe services to help-seekers including, those who are experiencing acute disadvantage and/or have complex needs. 
Conduct intake assessments to determine legal needs and service eligibility in line with eligibility guidelines. 
Identify non-legal client needs and facilitate referrals to appropriate organisations and services.
Respond to distressed and complex presentations from help-seekers, using strong communication skills, including de-escalation techniques
Respond to enquiries via phone, email, letter, webform, and in person, including daily monitoring of the relevant mailboxes, call groups and teams accounts.
Maintain and regularly update internal and external referral guides and manuals to support staff and volunteers in navigating intake and referral processes. 
Welcome clients attending scheduled appointments and assist walk-in individuals seeking support. 
Manage online portal and bookings for interpreter services

	Legal Practice and file management support 
	Work alongside Senior Intake and Access officers to complete file management tasks in accordance with Fitzroy Legal Service procedures and processes 
Complete pre-appointment and post-appointment review of files, ensuring files adherence to Fitzroy Legal Service file standards and practices.
Utilise and adhere to workflow systems to view, sort, track and complete tasks including following up on any pre or post appointment tasks 
Complete final review of data and closure of advice files 
Complete monthly review and audit of files under the direction of the Manager – Intake, Access and Data, to assist with reporting 

	Volunteer Management 
	Work alongside Senior Intake and Access officers to supervise, train and delegate tasks to volunteers 
Develop, review and update volunteer training resources and guides

	General
	Support the achievement of FLS’s vision, values, and strategy, and adhere to all organisational policies and procedures.
Participate in internal meetings, supervision, and performance reviews.
Participate in fundraising efforts and other organisational events, as required.
Contribute to ongoing process improvement within existing workflows processes and procedures 
Undertake other duties as directed, in line with the role’s purpose and scope.




SELECTION CRITERIA 

	Qualifications and experience - essential
	High level administrative skills with experience in telephone and in-person reception and file and records management.
Experience applying organisational frameworks, policies, and procedures.
Experience working with marginalised communities, including First Nations peoples, communities of colour, migrants, people at risk of or experiencing homelessness, LGBTIQA+ communities, and incarcerated people.

	Qualifications and experience - desirable

	Experience working with legal client service management systems, including Action Step.
Experience supervising or supporting volunteers or students in a work environment.
Experience working or volunteering in the community sector

	Knowledge, skills and attributes - essential

	Demonstrated commitment to social justice, decolonisation, intersectional feminism, decarceration, anti-racism, and the vision and values of FLS
High-level client service skills, and the ability to work with diverse members of the community including those experiencing intersectional disadvantage.

	Knowledge, skills and attributes - desirable
	Strong organisational and problem-solving skills, with the ability to juggle competing priorities.
Excellent interpersonal, communication and teamwork skills with the ability to contribute to a positive working environment.
Awareness of the legal and social support services and referral pathways 

	Other
	To be eligible to apply for this position you must be an Australian or New Zealand citizen, permanent resident, or hold a valid work permit or visa




This job description outlines the current duties and responsibilities of the position. These will be reviewed on a regular basis with the position holder and are subject to change according to the needs and priorities of FLS.
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