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   JOB DESCRIPTION
	Post Title:    

	
	Complaints and Information Requests Investigator- 
(Complaints and Subject Access Requests) 


	Grade and Salary Scale:


	
	L  SCP 31 – 33 

	Department and Service:

Responsible To:

Post Ref:                                             
	
	Strategy, Information and Governance - Finance, Governance and Support
Information Requests and Records Manager
R0000509


Purpose of the Post:

To undertake complex complaints investigations on behalf of children’s services in accordance with statutory processes and guidance. 
To provide information to people who apply to see records held about them by Children’s Services under the Data Protection Act and General Data protection Regulation. (Subject Access Requests and other rights that can be exercised under GDPR). 
Duties and Responsibilities:

1. To act as the Investigating Officer (IO) as outlined in The Children Act 1989 Representations Procedure (England) Regulations 2006 and in accordance with the procedures  outlined in Getting the Best from Complaints - Social Care Complaints and Representations for Children, Young People and Others.  

2. In the case of Stage 2 Children’s Services complaints, to undertake detailed complaints investigations, in liaison with complainants and/or advocates, Council staff and any relevant external organisations/bodies. This includes the Independent person (IP) and the Councils Complaints Manager. 
3. Identifying solutions and recommending courses of action to resolve problems that do not need to be part of the investigation - e.g. mediation, meetings with senior managers. 

4. Completing investigations within the timescales set out in the relevant guidance.  

5. In the case of Stage 3 Children’s Services complaints, to attend the relevant independent review panel meeting to present the findings of the Stage 2 report/process and to assist the panel, as necessary, with its deliberations. 
6. In the case of subject access requests relating to records held by Children’s Services: reviewing records and documentation to establish what information can be released to requesters.
7. Liaison with the Data Protection Officer and relevant officers in Children’s Services, so that information relating to the requester is appropriate for release, with electronic redactions made as necessary in the case of sensitive information.

8. Liaising with requesters, as necessary, to define and determine the scope of the subject access request in order to provide a timely response.  
9. Ensuring accurate records are kept of requests, responses, disclosures and exemptions and associated correspondence.
  
10. To respect all confidentialities and principles and practices of the Data Protection Act. 

Corporate Responsibilities:

· We will make every reasonable effort to supply the necessary employment aids, equipment or adaptations to enable employees to perform the full duties of the job in accordance with the Equality Act 2010 where a post holder is disabled.
· You will 
· Demonstrate a commitment to the principles of equality of opportunity and fairness of treatment in relation to employment issues and service delivery.
· Respect all confidentialities and principles and practices of the Data Protection Act.

· Comply with Health and Safety policies and legislation.

· Be committed to continuous personal development, including Middlesbrough learns.

· Demonstrate a commitment to the safeguarding of children and vulnerable adults, highlighting any areas of concern with the appropriate service and adhering to the policies of the Council relating to these issues.
· The above duties and responsibilities cannot totally encompass or define all tasks which may be required.  The outlined duties and responsibilities may, therefore, vary from time to time without materially changing either the character or level of responsibility: these factors are reflected in the post.
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PERSON SPECIFICATION 
For the purposes of recruitment and selection, you will be assessed against Our Values and the criterion which are marked as Essential/Desirable in the Qualifications and Knowledge & Experience section.
Our Values

Our Values are a critical element of our strategy to create a brighter future for Middlesbrough. They will be at the heart of everything we do and will be the foundation for how we operate, behave and make decisions.  Having these values will help you be the best you can be and help Middlesbrough to grow and thrive.  
	PASSIONATE about Middlesbrough
· Believe in Middlesbrough

· Be proud to work for the Council
· Have a ‘can do’ attitude




	INTEGRITY at our heart

· To be open, honest and transparent

· Communicate well with others

· Treat others with respect



	CREATIVE in our thinking
· Always look to improve

· Find solutions to problems

· Positive to change



	COLLABORATIVE in our approach

· Engage and consult with others

· Seek feedback from others

· Understand the needs of others



	FOCUSSED on what matters

· Understand the Council’s and my own priorities

· Put the customer first

· Deliver against expectation



	
	Essential

X
	Desirable

X

	QUALIFICATIONS: 


	
	

	1. Information governance qualification or significant experience, working in an information governance environment.
	X

	

	2. Formal complaints qualifications or equivalent experience, particularly within a children’s services setting.
	X

	

	KNOWLEDGE AND EXPERIENCE 
	
	

	3. Experience of investigating and managing the complaints process in a children’s services setting.
	X
	

	4. A working knowledge of the Children Act and other relevant legislation.
	X

	        

	5. Ability to implement local policy and procedures relating to Children & Families. 
	X
	        

	6. Demonstrable skills understanding the implications of multi-agency case involvement, particularly in terms of risk assessment.  
	X
	        

	7. Sufficient experience as of working within a Children and Families setting to ensure have direct knowledge of a wide range of case types.
	X

	        

	8. Proven ability to work effectively in partnership with other organisations, e.g. Police, Health, Education and voluntary agencies.
	X

	        

	9. Proven ability to maintain timely and accurate records and analyse information. 
	X
	        

	10. Extensive experience of managing customer relationships and expectations, in relation to data protection and complaints rights to support delivery of positive outcomes, while complying with legal duties in relation to both disciplines.
	X
	

	11. Ability to ensure effective lines of communication with colleagues, customers, management and external agencies. 
	X
	        

	12. Ability to manage self and others in order to deliver a high quality service.
	X
	        

	13. Knowledge of local authority and other agency resources in terms of statutory provision, early help and targeted services.
	
	        X

	14. IT skills capable of using case management systems with confidence.
	       X
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