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	Job Title
	Complex Intervention Worker

	Reporting to
	      Intervention Service Manager

	Location
	The 999 Club Deptford

	Main Purpose
	[bookmark: _Int_nM0Dt7Gp]To support the effective running of the Gateway day centre alongside the Essential Services Team and our amazing volunteers. Provide triage, assessment and holistic progression planning for members, addressing immediate housing needs alongside wider social and health issues to support their wellbeing and pathways out of homelessness.

This role focuses on supporting people experiencing homelessness and overlapping challenges such as addiction, trauma or mental ill health





KEY RESPONSIBILITIES  

· Building trusting relationships with individuals using and working in / with the service 
· Use a trauma-informed, strengths-based approach to deliver flexible, responsive interventions.
· Remaining calm, resilient, and compassionate under pressure
· Maintaining excellent communication and interpersonal skills with a diverse population
· Navigating sometimes complex situations
· Working sensitively, using an empowering, non-judgemental and person-centred approacch
· Always setting and maintaining appropriate boundaries
· Advocating for and supporting members to access services, appointments, and entitlements
· Working with the Essential Services Team ensuring a safe, comfortable environment
· Identifying, preventing, de-escalating and managing incidents safely and appropriately 
· Following the safeguarding protocols, reporting any concerns promptly to your line manager
· Adhering to all relevant health and safety procedures


KEY TASKS 

· Triaging individuals to identify if the 999 Club is the appropriate service 
· Signposting individuals to additional / alternative / more appropriate services where required
· Assessing members to identify and plan the interventions required 
· Responding to immediate needs such as safeguarding concerns, rough sleeping crises etc.
· Managing a caseload, providing 1:1 support, helping members identify goals and barriers
· Working with members to access other services and community resources 
· Empowering members to find their own solutions, informing and advocating as required
· Progression planning to address and resolve housing, social, health and wellbeing issues    
· Active listening, handling sensitive and sometimes difficult conversations
· Developing and facilitating workshops and drop-in sessions based on common themes
· Maintaining accurate, timely records of interventions 





CONTEXT
· Working in a busy and occasionally unpredictable environment
· Regular contact with people who may be experiencing significant distress, crisis or hardship.
· Exposure to behaviour that may appear complex or challenging.

  
KEY SKILLS, KNOWLEDGE, ABILITIES + ATTITUDES
· A genuine interest in people and belief in their right and potential to thrive
· A compassionate, non-judgemental approach, with the ability to hold optimism for others
· A positive, can-do attitude and a pragmatic approach, able to challenge/be challenged 
· Consistent, persistent, and professionally curious, especially navigating complex situations
· An understanding of trauma-informed approaches and the challenges faced by people 
· A focus on strengths, resilience, empowerment and aspirations, rather than deficits
· Flexibility and emotional resilience in a busy and sometimes unpredictable environment.
· Honesty, integrity, and the ability to build trust with people
· A solution-focused mindset, using initiative and embracing positive risk-taking appropriately
· Able to positively challenge and inspire, supporting people to move forward in their own way
· Strong written and verbal communication skills
· Active listening and the ability to handle sensitive conversations
· A strong understanding of, and commitment to Equity, Diversity and Inclusion (EDI)
· Excellent organisational and time management skills
· Confident IT skills and the ability to learn new systems, including HR and client data platforms
· The ability to keep calm and carry on — even under pressure


ESSENTIAL
· Experience working with adults who are homeless or at risk of homelessness
· Understanding of issues related to rough sleeping, mental health, substance use and trauma
· Knowledge of homelessness legislation, social services and other relevant statutory agencies


ORGANISATIONAL RESPONSIBILITIES
All staff at the 999 Club are expected to:
· Work in line with all 999 Club policies and procedures, ensuring a safe, inclusive, and legally compliant working environment at all times.
· Actively and consistently demonstrate the values of the 999 Club in all aspects of their work
· Model pro-social behaviour and attitudes, challenge anti-social or discriminatory behaviour, and contribute to a culture of respect, safety, and dignity in all interactions 
· Complement and support the work of colleagues by fully engaging in team meetings, briefings, handovers, and collaborative problem-solving; come prepared to share ideas and offer practical solutions
· Use initiative to respond to emerging needs, including taking on additional tasks, providing cover for absent colleagues, or carrying out duties appropriate to the role — with or without direct instruction from senior staff
· Take ownership of their own learning and development, identifying personal and professional growth areas, and making full use of induction, supervision, training, coaching, and other developmental opportunities
· Proactively manage their own resilience and wellbeing, recognising the challenges of the role and seeking appropriate support when needed to maintain personal sustainability
   





ADDITIONAL INFORMATION
At our core, both the service and the organisation take pride in being dynamic, agile, and deeply compassionate. While we often approach our work with a sense of humour and a light-hearted attitude, we are unwaveringly serious about the impact we aim to make.


We believe in creating an environment where people enjoy what they do and feel empowered to make a positive difference, every single day.


This document provides an overview of the role and the qualities we’re looking for in the role holder. It’s intended as a guide rather than a definitive list and we anticipate the role will evolve, along with the service, through collaboration and regular review.
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