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BACKGROUND 
Selnet has delivered Lancashire's Essential Household Goods and Support provision in different contracted formats since 2013, most recently through the Under One Roof service.
From 1 December 2026, Selnet will deliver Lancashire County Council's new Resilience & Essential Needs Support Scheme (RENSS).
The service provides support to Lancashire residents experiencing financial hardship or crisis who are unable to meet their immediate essential needs. Alongside providing appropriate practical assistance, the service places increased emphasis on helping customers address the circumstances contributing to their crisis, improve their resilience and access appropriate longer-term support.
RENSS will provide a range of support according to assessed customer need, including essential household goods, food and utility support, digital devices and digital inclusion, resilience support and access to appropriate specialist and external services.
It is important to Lancashire County Council and Selnet's Board of Directors that the service provides an accessible, fair, impartial and responsive service that effectively supports Lancashire residents at a difficult time.
The Application & Pathway Coordinator will be an important first point within the customer journey and will work closely with referral partners, customers, Furniture Reuse Organisations, suppliers, Keyworkers and other members of the Inclusion Services team.
The post holder will be responsible for progressing applications through the RENSS application pathway, gathering and reviewing information and evidence, establishing eligibility and customer need and ensuring customers are connected with the most appropriate elements of the service.
KEY DETAILS
	Office Base  
	Brentwood House, 15 Victoria Road, Fulwood, PRESTON PR2 8PS.

	Hours of Duty
	This will be a full-time post – 37 hours per week

	Starting Salary
	c£28,000.00 (Based on Experience)

	Pay Increase 
	2% increment based on annual review

	Pension
	10% Company pension contribution

	Annual leave:
	25 days per year plus bank holidays

	Probationary period
	6 months

	Hybrid Working:
	Home/office working in accordance with service requirements and Selnet's hybrid working arrangements.



ORGANISATIONAL RELATIONSHIPS

	a)
	Reports to:
		Head of Inclusion Services and Chief Strategy Officer (CSO)
	(The CSO is accountable to Selnet Chair, its Board of Directors)


	b)
	Works closely with:
	Senior Inclusion Services Coordinator.
RENSS Keyworkers and colleagues undertaking specialist areas of service delivery.
Furniture Reuse Organisations, suppliers and other contracted delivery partners.
Referral partners and external agencies supporting Lancashire residents.
All directors, officers and employees of Selnet and appropriate employees of external organisations.

	c)
	Manages
	There are no staff management responsibilities within the post



JOB SUMMARY
The post holder will work as part of Selnet's Inclusion Services team to ensure the successful, effective and customer-focused delivery of the Resilience & Essential Needs Support Scheme (RENSS).
The Application & Pathway Coordinator will receive, review and progress applications submitted to the scheme, ensuring that appropriate information and evidence is available to establish eligibility and understand the customer's immediate circumstances and needs.
Working with referring partners and, where appropriate, directly with customers, the post holder will develop a clear understanding of the circumstances that have resulted in the application and identify the appropriate pathway of support available through RENSS.
The post holder will ensure eligible customers are connected with the appropriate elements of the RENSS offer and will identify customers who would benefit from additional Keyworker, resilience or specialist support.
The role will maintain accurate and complete customer records within the RENSS CRM and ensure that all required customer, application, award, pathway and outcome information is recorded consistently and in accordance with service requirements.
The post holder will develop and maintain a good knowledge of external services and resources available to Lancashire residents and work with colleagues and referral partners to help customers access additional support where appropriate.
The role will work closely with the Senior Inclusion Services Coordinator, who will provide operational guidance and support in relation to application pathways, systems, data and procedures.
All tasks and duties within the job description must be carried out in accordance with the RENSS contract specification and Selnet's policies and procedures.


MAIN DUTIES, TASKS AND RESPONSIBILITIES 
Applications & Assessment
· Receive and process applications submitted to RENSS through the service's agreed application and case-management systems.
· Review applications to ensure all necessary information and evidence have been provided and seek further information where required.
· Establish eligibility in accordance with the RENSS service specification, agreed criteria and operational procedures.
· Gather sufficient information to understand the customer's circumstances, immediate needs and the factors contributing to their current situation.
· Maintain an accurate electronic case file for each customer, ensuring decisions and supporting evidence are clearly recorded.
· Make or recommend appropriate decisions regarding applications within the responsibilities and authority delegated to the role.
· Ensure applications are progressed efficiently and within agreed service standards and contractual timescales.
· Communicate decisions appropriately and sensitively to referral partners and/or customers.
· Refer complex, unusual or higher-risk applications to the Senior Inclusion Services Coordinator or Head of Inclusion Services as appropriate.
Customer Pathway & Resilience
· Recognise that RENSS is intended to address both immediate essential need and longer-term resilience and ensure this is reflected throughout the application and customer pathway.
· Identify the most appropriate elements of RENSS support according to the customer's assessed circumstances and needs.
· Ensure eligible customers can access appropriate practical support, which may include essential household goods, food and fuel support, digital devices and other assistance available through the scheme.
· Recognise indicators of recurring crisis, vulnerability or wider support needs and ensure these are appropriately recorded and communicated to the team.
· Facilitate appropriate onward referrals or signposting where a customer's needs cannot, or should not, be met solely through RENSS.
Referral Partners & External Agencies
· Develop effective working relationships with organisations referring Lancashire residents into RENSS.
· Liaise with referral partners to obtain information required to establish eligibility, understand customer need and progress applications.
· Provide appropriate guidance to referral partners about RENSS eligibility, application requirements, available support and customer pathways.
· Identify recurring issues with referrals or applications and bring these to the attention of the Senior Inclusion Services Coordinator and/or Head of Inclusion Services.
· Work positively with statutory, voluntary, community and other organisations involved in supporting customers.
· Promote a professional, collaborative approach that helps ensure customers receive coordinated and appropriate support.
Essential Goods, Awards & Suppliers
· Process approved awards and ensure the appropriate information is provided to Furniture Reuse Organisations, suppliers and other delivery partners.
· Liaise directly with suppliers to support the timely provision and delivery of essential household goods and other approved assistance.
· Deal with routine queries relating to awards, availability, deliveries or customer circumstances and escalate more complex issues where appropriate.
· Support customers and referring organisations where problems arise with an award or delivery and help achieve an appropriate resolution.
· Where agreed supply-chain arrangements cannot meet an identified need, work with the Senior Inclusion Services Coordinator and Head of Inclusion Services to identify appropriate alternative solutions.
· Monitor the customer experience of the award and delivery process and report recurring issues or concerns.
CRM, Data & Case Management
· Maintain complete, accurate and timely customer records within the RENSS CRM and associated systems.
· Ensure all required information relating to applications, eligibility, customer need, awards, referrals, interventions and outcomes is recorded consistently.
· Follow agreed data-quality standards and respond promptly to requests to correct or complete missing information.
· Work with the Senior Inclusion Services Coordinator to ensure agreed CRM processes and procedures are followed.
· Identify practical issues with the CRM or application processes and provide feedback that may support future system development or service improvement.
· Maintain appropriate evidence and documentation to ensure customer records are complete and audit-ready.
· Handle all customer and service information confidentially and in accordance with UK GDPR, data-protection requirements and Selnet policies.
Performance, Quality & Continuous Improvement
· Contribute to the achievement of RENSS contractual requirements, service standards, outputs, outcomes and Key Performance Indicators.
· Maintain a high standard of accuracy and quality in application assessment, case recording and customer communication.
· Contribute to customer feedback and service-evaluation activity.
· Identify developing trends, recurring customer needs, gaps in provision or operational difficulties and report these to the Senior Inclusion Services Coordinator and Head of Inclusion Services.
· Contribute ideas and suggestions that could improve application processes, customer pathways, efficiency or customer experience.
· Participate in case reviews, quality checks, training and service-development activity as required.
· Maintain knowledge and understanding of changes to RENSS procedures, eligibility criteria and service requirements.
Safeguarding & Customer Welfare
· Remain alert to potential safeguarding concerns or indicators of risk identified through applications, conversations with customers or information provided by referral partners.
· Follow Selnet's safeguarding procedures and promptly report and escalate any concerns to the appropriate person.
· Maintain professional boundaries when supporting customers experiencing difficult or complex circumstances.
· Treat all customers fairly, respectfully and without judgement, recognising individual circumstances and vulnerabilities.

TEAMWORK
Work as an integral member of the Inclusion Services team, providing a professional and supportive service to customers, partners and colleagues.
Work closely with the Senior Inclusion Services Coordinator, Keyworkers and specialist colleagues to provide a coordinated customer journey.
Share relevant information appropriately with colleagues to support effective service delivery.
Participate positively in team meetings, training, case discussions and service-development activity.
Deal professionally and proficiently with enquiries from customers, colleagues, referral partners, suppliers and members of the public.
Work collaboratively with colleagues across Selnet and contribute to the wider aims and activities of the organisation.
Adhere to procedures relating to the proper use, security and care of equipment, systems, information and materials for which the role has responsibility.
Assist with wider organisational duties as reasonably required.
GENERAL CONDUCT
The post holder will be expected to maintain professional conduct and appropriate standards of behaviour at all times.
Due to the nature of the service and the information held about customers, the post holder will be required to maintain strict confidentiality and comply with Selnet's data-protection and information-security requirements.
All staff are expected to conform to Selnet's policies and procedures in respect of employment, safeguarding, equality and diversity, health and safety, data protection and risk management and acknowledge that they have read and understood them.
Staff are expected to be familiar with Selnet's strategic and operational priorities and support the aims of the company.
Performance will be reviewed through regular supervision and appraisal.
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	QUALIFICATIONS
	ESSENTIAL
	DESIRABLE

	NVQ Level 3 in Customer Service, or equivalent qualification and/or experience 
	
	√

	Excellent standard of education 
	√
	



	EXPERIENCE
	ESSENTIAL
	DESIRABLE

	Experience of working within a customer-facing service
	√
	

	Experience of processing or coordinating applications, referrals or customer enquiries
	√
	

	Experience of working with people experiencing vulnerability, hardship or difficult circumstances
	√
	

	Experience of working independently and using sound judgement
	√
	

	Proven ability to work effectively as part of a team
	√
	

	Experience of partnership working and liaising with external organisations
	√
	

	Experience of using CRM, database or case-management systems
	√
	

	Experience of maintaining accurate customer records and data
	√
	

	Experience of working within a crisis-support, advice, social-care or similar environment
	
	√

	Experience of working within a publicly funded or commissioned service
	
	√

	Experience of working within the VCFSE sector
	
	√



	SKILLS
	ESSENTIAL
	DESIRABLE

	Strong customer-service ethos and empathy with the customer group
	√
	

	Fair-minded, compassionate and non-judgemental approach
	√
	

	Ability to listen carefully and understand individual circumstances and needs
	√
	

	Analytical thinking and sound judgement
	√
	

	Excellent organisational skills and ability to manage a busy workload
	√
	

	Excellent attention to detail and ability to maintain accurate records
	√
	

	Ability to communicate effectively and sensitively, both verbally and in writing
	√
	

	Confident use of IT, including CRM/database systems, email, Word and spreadsheets
	√
	

	Ability to follow eligibility criteria, procedures and contractual requirements consistently
	√
	

	Ability to recognise when an issue needs to be escalated or specialist support is required
	√
	

	Ability to work calmly and professionally with people experiencing difficult circumstances
	√
	

	Ability to work independently while contributing positively to a wider team
	√
	

	Understanding of confidentiality and data protection
	√
	

	Understanding of safeguarding responsibilities
	√
	

	Commitment to equality, diversity and inclusive service delivery
	√
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