[image: ]

	Job Title
	Triage Coordinator

	Responsible to
	Head of HR and Governance

	Salary
	£ 21,652.80 (£13.88 per hour) (subject to April uplift)

	Hours
	30 hours per week (times and days to be agreed)

	Staff Responsibility
	None 

	Base
	Chester Head Office



Why Join Vision Support

Vision Support is a long-established charity supporting people living with sight loss across North East Wales, Cheshire and Halton. As we approach our 150th anniversary, we are entering an exciting period of growth and development.

By joining Vision Support, you will be part of a dedicated team working to improve the lives of people affected by sight loss. You will play an important role in ensuring that individuals receive the right support at the right time and that our services remain accessible, responsive and safe.

Role Purpose

The Triage Officer plays a vital role as the first point of contact for Vision Support services, ensuring that people affected by sight loss receive timely information, advice and support.

Using strong communication, organisation and attention to detail, you will assess needs, coordinate referrals and ensure every individual receives a professional, welcoming and supportive experience.

Key Responsibilities
Triage and Initial Support
· Act as the first point of contact for individuals accessing Vision Support services in North Wales.
· Manage incoming enquiries via phone, email and referral pathways.
· Conduct initial triage conversations to understand needs and determine the most appropriate support.
· Record all enquiries and referrals accurately on the organisation’s database.
· Ensure referrals are passed efficiently to the relevant Vision Support services.
· Respond to general enquiries including information about services, equipment purchases, referrals and support options.
· Provide information, advice and signposting to relevant external organisations where appropriate.
Community Information and Signposting
· Maintain an up-to-date directory of local services, organisations and support groups to assist with signposting.
· Support individuals with sight loss to connect with community groups, activities and support networks.
· Assist with community clinics, outreach sessions or engagement activities where required.
Health & Safety Support
· Share responsibility with the Administrator to monitor the safety and welfare of lone workers. 
· Supporting the Head of HR and Governance with Health & Safety processes and reporting systems.
Working Across the Organisation
· Develop positive working relationships with colleagues across Vision Support.
· Contribute to the organisation’s strategic aims and service development through effective information sharing and collaboration.
· Support colleagues and provide cover across teams when required.

Additional Duties
· Travel within the organisation’s operating area when required.
· Undertake any other duties appropriate to the role as requested by your line manager.
· It is not possible to detail every task within this job description. The postholder may therefore be required to undertake duties not specifically listed but consistent with the role.

General Information
The postholder must:
· Adhere to Vision Support policies and procedures
· Maintain strict confidentiality regarding service users and organisational information
· Comply with safeguarding, data protection and health & safety requirements
· Be flexible, as the role may involve duties not specifically listed
· Be willing to undertake training and development
Additional requirements:
· Travel may be required
· Contact with guide dogs may be necessary
· Subject to Enhanced DBS and satisfactory references

Person Specification
Essential
· Ability to gather and record information accurately and sensitively during triage conversations
· Strong organisational and data recording skills
· Understanding of confidentiality and data protection when handling personal information
Desirable
· Working knowledge of Charitylog
· Awareness of Health & Safety procedures within community services or office environments
Required Interpersonal Skills
· Ability to quickly build rapport and establish trust with a wide range of individuals
· Demonstrates empathy, patience and sensitivity when supporting people, including those experiencing distress or uncertainty
· Strong listening skills with the ability to ask appropriate questions to understand needs
· Ability to communicate clearly and compassionately, adapting style to suit different individuals
· Confidence in handling sensitive or potentially emotional conversations in a calm and professional manner

What We Offer
· Flexible working arrangements on request
· 26 days annual leave plus bank holidays, increasing to 32 days after 5 years’ service (pro rata)
· Pension scheme (if eligible)
· Access to an Employee Assistance Programme with 24/7 counselling
· Vision impairment awareness training
· A full induction with a chance to meet the whole team
· Regular teambuilding days and social events
· Opportunities for career development and training
· A chance to make a real difference

Please note, Vision Support reserves the right to close this advert early if a suitable candidate is found. 
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