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Title

Family Help Officer

Department

Children and Families

Post Ref.

Job Purpose

The purpose of this role is to receive and triage referrals about children and families that cover child protection, safeguarding and early 
help needs. The role will involve exploring needs, assessing risk, considering support options and making professional decisions to ensure 
families get the right support at the right time.

Key Responsibilities

1. Receive and triage referrals (telephone and written) from 
professionals, family members, and the public relating to child 
protection, safeguarding, and early help needs.

2. Identify and explore the needs of the child and family, considering 
support options and determining the most appropriate 
intervention to ensure timely and effective help.

3. Undertake critical analysis to make informed decisions about 
referrals, including recommendations for further actions. 

4. Assess risks posed to children and families, identifying mitigation 
strategies including safety planning.

5. Adopt a strengths-based approach, recognizing and building on 
the strengths of the family and their wider context including initial 
discussion in respect of the family network.

Key Accountabilities

1. Accountable for the identification and exploration of risk 
to children and families, as well as the initial assessment 
of needs ranging from child protection to early help.

2. Accountable for deciding on the most appropriate 
support for a child and family, using robust risk 
assessment and defensible decisions.

3. Accountable for accurate and rapid triaging, working with 
peer colleagues.

4. Accountable for meeting specific targets individually and 
as a team that contribute to relevant departmental and 
corporate strategies.

5. You will personally implement and positively promote 
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6. Identify, prioritise, and escalate high-risk referrals where a child is 
at risk of significant harm, referring to Social Workers as needed.

7. Provide professional advice and information on services available 
for child protection, safeguarding, and early help, including 
pathways to services such as the Assessment Service, Family 
Support and Safeguarding Teams and Family Hubs.

8. Signpost and coach referrers, helping them navigate to the most 
appropriate services.

9. Use professional curiosity, active listening, and questioning 
techniques when triaging referrals and engaging with referrers or 
family members.

10.Obtain informed consent from family members where appropriate, 
based on a strong understanding of national and local policy 
guidance.

11.Maintain a strong working knowledge of services available to 
children and families across Nottinghamshire.

12.Work independently and collaboratively within a multi-disciplinary 
team, engaging with professionals from various disciplines, 
teams, and agencies.

13.Operate effectively in a fast-paced environment, adapting to 
continuous improvement and change to meet the evolving needs 
of children and families.

14.Utilise multiple systems to explore and understand complex 
family structures, risks, and strengths.

15.Follow complex processes to ensure referrals are handled 
efficiently and in a timely manner.

16.Handle information sensitively, in compliance with the Data 

equal opportunities in service delivery and employment 
practices.

6. Within resource constraints, you will promote and deliver 
fair and quality services that are sensitive and responsive 
to customers. 

7. You will work with Council provided technology, and 
associated systems, as required.  You will personally  
ensure compliance with the County Council’s GDPR, 
Freedom of Information Act and ICT codes of practice.

8. In order to achieve the objectives of the role, the post 
holder will need to work flexibly, including out of hours 
when necessary.
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Protection Act 2018.
17.Provide feedback to partners and referring organisations, 

ensuring their systems are updated with relevant information.
18.Maintain accurate and timely records, supporting effective 

tracking and monitoring of children & families through services.
19.Work within and comply with legislation and departmental 

policies/procedures in all aspects of work.
20.Maintain clear and accurate written records, including updating 

the child’s record within the Department’s electronic recording 
system.

21.Work effectively with families and multi-agency colleagues, 
fostering strong collaborative relationships.

22.Model a strengths-based approach in all interactions and 
decision-making.

23.Participate in team activities, including meetings, case 
discussions, and reviews of team performance.

24.Engage in regular supervision and take up opportunities for 
relevant training and development, in line with continuous 
professional development requirements under supervision and 
guidance of the Advanced Social Work Practitioner.

25.Offer mentoring support to new colleagues, sharing knowledge 
and promoting good practice to support their development.

The post holder will perform any duty or task that is appropriate for the role described

Statement Knowledge, Skills and Experience Expected
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1. Relationships and Effective Direct 
Work

· Ability to develop and sustain effective and appropriate relationships with service users, 
colleagues, and external staff.

· Strong interpersonal skills to gain agreement and acceptance from colleagues, senior 
managers, and customers.

2. Communication · Strong verbal and written communication skills.
· Understanding of confidentiality.
· Well-developed listening skills and the ability to assimilate and understand information to 

make sound judgments and recommendations.
· Proven ability to communicate at all levels and manage enquiries from a wide range of 

individuals.
3. Child Development · Knowledge of child development and children's needs.

· Understanding of family dynamics, disability, and diversity in social work practice.
4. Adult Mental Ill Health, Substance 

Misuse, Domestic Abuse, Physical Ill 
Health & Disability 

· Understanding of adult mental health issues
· Awareness of domestic abuse and safeguarding responses.
· Knowledge of how adult needs (e.g., physical health, disability) impact children.

5. Abuse and Neglect of Children · Ability to recognize abuse and demonstrate a commitment to safeguarding.
· Ability to work anti-oppressively and promote anti-oppressive practice.

6. Analysis, Decision Making, Planning 
and Review

· Strong assessment and analytical skills with evidence to have the ability to work 
independently and make well-evidenced recommendations.

· Ability to organize and prioritize work using appropriate administrative skills.
· Ability to make decisions and solve problems to meet operational targets, including 

prioritizing resources.
7. The Law and the Family and Youth 

Justice Systems 
· Knowledge of relevant legislation and policy (e.g., Children Acts 1989/2004, Adoption and 

Children Act 2002, Equal Opportunities Act 2004, etc.).
· Understanding of frameworks such as Every Child Matters and eligibility criteria.

8. The Role of Supervision · Understanding of the supervision process.
· Ability to accept and make constructive use of supervision.

9. Organisational Context · Experience working with other agencies (statutory or voluntary).
· Ability to function as a team member and work cooperatively and flexibly.
· Ability to work within departmental policies and priorities.
· Evidence of making a positive difference to children's outcomes.

10. Personal Effectiveness and 
Leadership 

· High level of personal drive and commitment to excellent customer care.
· Ability to set a positive example for others.
· Ability to meet objectives and delivery targets through effective use of resources.

Tier 7 – Experienced / Professional Staff



11. Experience and Operational 
Competence 

· Minimum of 2 years’ experience in Children’s Social Care, Early Help Services, or 
Customer Services, including direct service delivery to children, young people, or families.

· Experience of customer-focused service delivery
· Understanding of data protection and confidentiality principles.
· Proven ability in capturing, storing, and accurately retrieving information to meet customer 

needs.

Person Specification

Education and Knowledge

1. Good general education, to NVQ level 3 in any subject or equivalent experience.
2. Evidence of ongoing professional development.
3. Knowledge and understanding of relevant legislation, guidance and the main issues affecting the service area.
4. Knowledge and understanding of local government / local authority service provision.

Equal Opportunities

1. Commitment to anti-discriminatory and anti-oppressive practice with children, their careers and colleagues

regardless of race, gender, age, disability, sexuality or religion.

Personal

1. Willingness on occasions to work outside or beyond core hours.

Role Dimensions

1. To receive and triage referrals about children and families that cover child protection, safeguarding and early help needs. 
2. To assess risk, explore needs, consider support options and make decisions that help families get the right support at the right time.
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3. This role holds no budgetary responsibility or line management responsibility.

Multi-Agency 
Safeguarding Hub

 Advanced Quality Practitioner’s in the Multi-Agency Safeguarding Hub assess the initial need for service 
and identify safeguarding concerns – therefore will need: 

 Experience of gathering and analysing information to make an informed judgement of a child/family’s 
strengths and resilience as well as vulnerabilities, developmental needs and risks. 

 Experience of child protection processes and a good understanding of working together and the 
legislative framework. 

 Experience of working to deadlines and ability to work in a high-pressure environment.

Assessment & District 
Child Protection Teams 

 Ability to organise own workload and work to deadlines. 
 Ability to identify risk. 
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