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Position title Intake Officer 

Location Melbourne, Brisbane or Sydney 

Reporting to Regional Manager- Client Services 

Position type 
Multiple positions.  
Ongoing (subject to finance), full time or part-time (minimum 0.6 FTE) 

Updated May 2018 

 
 
The role 

This vital client facing role will be the first point of contact for many survivors seeking assistance from 
knowmore. As such, Intake officers will deliver high-quality telephone and face to face services to provide 
clients with information about knowmore’s service delivery programs; gather relevant information from 
clients and work with them to understand their legal issues and rights; and to identify, prioritise and action 
clients’ legal and support needs through referrals to in-house and external services.  

Intake officers will work closely with the Regional Manager of the relevant knowmore office and other team 
members delivering legal and support services, including cultural support, to provide clients with trauma-
informed, effective and streamlined services.  

Intake officers will also be an ongoing point of contact and liaison for existing clients, providing information 
and assisting with arrangements for further service delivery.  

A client-centred approach and a commitment to ensuring high-quality services are provided to vulnerable 
people are essential. 

 
Main duties and responsibilities 

 
• Provide accessible, responsive and effective intake services through telephone and face to face 

services (including on outreach), that ensure clients are able to engage effectively with the service 
and that clients’ legal and support needs are identified, prioritised and actioned appropriately 

• Work with clients to develop trust and safety, helping them identify their legal and support needs, 
documenting the results of contacts and assessing initial risk and safety issues 

• Evaluate client’s circumstances as to any need to expedite service delivery and ensuring urgent 
referral action is implemented when required 

• Ensure clients are supported in their engagement with the service through working collaboratively 
and cooperatively with clients and other knowmore staff, to: 

o obtain sufficient initial information to identify clients’ legal needs and to support further 
service delivery by knowmore’s legal team 

o ensure cultural support services through knowmore’s Aboriginal and Torres Strait islander 
engagement team are available for all Indigenous clients 

o facilitate responsive social work and counselling support for clients 
o provide ongoing liaison, information and assistance to existing clients 
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• Support clients through making referrals, including warm referrals, to a range of other agencies and 
services to assist clients with their ongoing needs  

• Provide information about knowmore’s services and programs to a range of other, non-client callers, 
such as referring agencies and services, and develop effective working relationships with key 
partners 

• Work effectively with interpreter services as needed by clients 
• Contribute to the development of community education materials relating to knowmore’s services 

and participate in community engagement events, including client intake work on outreach, as 
required 

• Maintain accurate individual client files and statistical information using relevant systems and in 
accordance with the policies and procedures of knowmore and funding requirements  

 
Essential Criteria 

 

• Demonstrated ability to engage effectively with clients who have been impacted by complex trauma 
and to provide appropriate, trauma-informed support 

• Knowledge and understanding of the dynamics, complexities and legal and social consequences of 
child sexual abuse 

• Demonstrated understanding of the issues affecting Aboriginal and Torres Strait Islander peoples and 
experience in providing culturally safe services to Aboriginal and Torres Strait Islander people and 
people from culturally and linguistically diverse backgrounds 

• Excellent time management and organisational and administrative skills that support the capacity to 
prioritise and manage a diverse range of client matters and tasks in an effective and timely way 

• Highly developed interpersonal skills with the proven ability to build effective relationships and 
communicate with a diverse range of people both internally and externally  

• The ability to work collaboratively, flexibly and respectfully within a multi-disciplinary team to achieve 
high level operational performance 

• An awareness of issues of confidentiality and privacy relating to clients of a legal service and the ability 
to act professionally and within the boundaries of knowmore’s practice 

• A commitment to self-care, resilience and  ongoing professional development 
• IT proficiency, with proven ability to use Microsoft Office and systems for recording data and 

reporting 
 
 

There are no mandatory qualifications for the role. A relevant tertiary qualification (or substantial progress 
towards such a qualification), may be advantageous. 
 
The successful candidate will be required to satisfactorily complete a National Police Records Check and a 
Working with Children Check. 
 
The role may involve intrastate and interstate travel to deliver services to clients on an outreach basis, and 
to undertake community engagement activities. Accordingly a current driver’s licence is desirable. 
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