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Victoria Legal Aid	
Position description – [Include position title]

Position description
Position title: 	Intake Specialist Legal Help
Reports to: 	Team Leader, Client Intake & Information 
Program area: 	Legal Practice, Civil Justice and Access & Equity - Legal Help
Location: 	Naarm / Melbourne, on Wurundjeri Country
Classification: 	WVR 3.1 – 31AO4C
[bookmark: _Hlk130290087]
Position Summary
The Intake Specialist provides the entry point for accessing Legal Help’s services via phone, webchat or in person.  The role is focused on providing an efficient considerate, seamless and trauma informed service to help seekers.  This is done through building rapport and establishing safety to effectively gather information and assess and diagnose legal issues.
The role involves supporting clients with varied lived experiences, some of whom may be facing distressing or high-risk situations. The role requires strong emotional resilience, the ability to maintain composure in challenging interactions, and the capacity to deliver clear, empathetic guidance using trauma-aware communication principles.
The role is also responsible for providing information on a wide range of legal matters and referring help seekers for legal advice to a qualified Victoria Legal Aid (VLA) lawyer or to other agencies as appropriate.
The role contributes to the ongoing improvement and refinement of Legal Help’s service delivery model and quality framework by providing feedback and insights that will help improve the help seeker experience.  
Responsibilities
1. Provide a welcoming and considerate entry point for accessing Legal Help’s services via phone, webchat or in person, engaging professionally with help seekers to build rapport and establish safety.  
1. Structure and navigate conversations in a trauma-informed manner, using appropriate questioning techniques to gather information and effectively understand, assess, and diagnose legal issues of varying complexity. 
1. Provide accurate and clear information to help seekers, including options for referral to legal advice or other specialist services, and assist them in prioritising their needs.
1. Refer help seekers for legal advice or to other specialist services in an informed way that ensures continuity of service and a seamless client experience. 
1. Provide service to VLA’s priority client groups, including clients who speak languages other than English, and specialist lines.
1. Participate in developing Legal Help as a centre of excellence for intake, assessment, and legal and non-legal referral, contributing to best practice service delivery initiatives. 
1. Provide a high level of service quality by meeting key performance indicators whilst adhering to the Legal Help quality framework. 
Essential standards and capabilities
The following standards and capabilities are mandatory and are required to perform the duties and responsibilities of this position.
· You must have the right to work in Australia (i.e., be an Australian or New Zealand citizen, permanent resident, or hold a valid visa).
· VLA follows a hybrid work structure where employees work from the office or remotely as required to perform the duties specific to each role. All VLA employees are subject to minimum levels of in-office and/or at-court attendance, as determined by operational needs. Hybrid work arrangements may be reduced or not available for this role due to the nature and responsibilities of the role.
· All appointments are subject to reference checks and pre-employment misconduct screening. 
· This role requires you to hold a valid Victorian Working With Children Check at all times. 
· You will be required to undertake a police check during pre-employment screening or at any point during employment with VLA.
Key selection criteria
1. [bookmark: _Hlk130289970]High level interpersonal and rapport building skills.
1. High level diagnostic and problem-solving skills, with an ability to use appropriate questioning techniques to accurately assess and address client needs in a trauma-informed way.
1. High level verbal and written communication with ability to clearly articulate information and confirm understanding.
1. Proven ability to work under pressure with maturity and resilience, deal with challenging clients with complex needs and cooperate in a team environment.
1. Knowledge of legal, community and welfare organisations, and an understanding of good referral practice.
1. Demonstrated practical experience providing tailored solutions/information to suit a client’s needs in a high-volume helpline environment (highly desirable).
1. [bookmark: _Hlk130370164]Experience delivering trauma-informed services to clients efficiently (highly desirable).
1. Fluency in a language other than English (highly desirable). 
1. Tertiary qualifications in law or progression towards or equivalent professional experience (desirable).
1. A knowledge of the general business of VLA and a commitment to our vision and values. 
Occupational health and safety responsibilities at Victoria Legal Aid:
· All staff at VLA are expected to champion proactive and positive health and safety practices in the workplace by raising health, safety and wellbeing issues or concerns with managers and colleagues. Staff are required to observe all safe work procedures, rules and instructions, and take all reasonable care for their own safety and for the safety of work colleagues by always operating in a safe and appropriate manner.
Organisational context
VLA provides legal aid services to the Victorian community through our in-house practice, contracted private lawyers as well as by funding community legal centres. We have 16 offices across Victoria. 
Victoria Legal Aid is a statutory authority that serves the broader community by providing information, legal advice, and education with a focus on the prevention and early resolution of legal problems. We prioritise more intensive services, such as legal advice, legal representation, non-legal advocacy, and family dispute resolution, to those who need it the most. VLA also conducts research into and makes submissions regarding legal aid and law reform issues.
We recognise the intersections between legal and social issues in the way we do our work and advocate for change. We also work to address the barriers that prevent people from accessing the justice system by participating in systemic inquiries and reforms and strategic advocacy.
VLA’s Strategy 26 outlines our strategic directions across the first four years of our Outcomes framework 2022–30: an eight-year view of the difference we make for our clients, the Victorian community, our partners, and the services and systems we work with. VLA’s Client First Strategy sets out our work to continuously improve the experience of people with legal and non-legal needs in all of the work we do.
Our practice covers three program areas: Criminal Law, Family, Youth and Children’s Law, Civil Justice and Access and Equity.
Legal Help
Legal Help is a major entry point to the Victorian legal system. It provides an accessible, holistic intake and referral service which quickly identifies help seekers’ legal and related issues and connects them to the right service for further assistance. Every year Legal Help receives over 200,000 requests for assistance through its phone and webchat helplines and provides information, legal advice, and referrals on a wide variety of issues. It operates in more than 20 languages (directly and using the Telephone Interpreter Service) and runs a number of specialist channels, including a family violence phone and webchat service, prisoner helpline, Victims Legal Service helpline and Disaster Legal Help Victoria’s phoneline.  
Our VLA vision and values
Our vision
Our Vision is for a fair, just and inclusive society where people can get help with their legal problems and have a stronger voice in how laws and legal processes affect them.
Our purpose
To make a difference for clients and the community by helping to effectively address legal problems, supporting the coordination of a strong and dynamic legal assistance sector and working with partners to create fairer laws and systems.​  
Our values
Fairness
We are committed to fairness in society and to facilitating fair and equitable access to legal support.
Care
We care about our clients and the community and we approach our work with an awareness of the effects that trauma and discrimination can have. We treat each other with kindness and respect.
Courage
We approach our work with strength and confidence. We are guided by our values and what matters most to our clients and society.
Inclusion
We provide an inclusive environment for clients, staff, and referral partners.


Other relevant information 
All appointments are subject to reference checks and pre-employment misconduct screening, which may include a police check. A preferred candidate with an adverse conduct history or criminal record will not necessarily be precluded from employment with VLA and each application will be considered on its merits.  
VLA is an Equal Opportunity Employer committed to promoting a diverse and inclusive workforce. We strongly encourage people from diverse backgrounds and abilities, including First Nations people and refugees to apply for positions within our organisation. We will make reasonable adjustments to enable everyone to participate in our recruitment processes and to work productively and safely. 
It is a key priority of VLA’s Reconciliation Action Plan to support principles of self-determination by increasing employment of First Nations people across all areas of VLA. We recognise that our workforce can benefit greatly from the unique knowledge, skills and expertise of a diverse workforce including First Nations people and in achieving a culturally safe and responsive service for our clients.  
VLA is a Child-Safe organisation: VLA is committed to the safety and wellbeing of children and recognises that children’s rights need to be respected, their views welcomed and valued, and their concerns taken seriously. We additionally acknowledge and appreciate the diverse and unique identities and experiences of First Nations children, which we respect and value. 
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