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	Post title

	Complaints Manager 

	Job Evaluation

	A3326

	Grade

	Grade 11

	Service

	Children and Young People’s Services

	Service area

	Children and Young People’s Services - Operational Support

	Reporting to

	The post holder is accountable to the Project and Inspection Support Manager


	Location

	Your normal place of work will be Council Offices Spennymoor, but you may be required to work at any Council workplace within County Durham.

	Disclosure and Barring Service (DBS)

	This post is not subject to a disclosure.


	Flexitime

	This post is eligible for flexitime.

	Politically restricted

	This post is not designated as a politically restricted post in accordance with the requirements of Section 1(5) of the Local Government and Housing Act 1989 and by regulations made from time to time by the Secretary of State.



Description of role
The post holder will be responsible for the oversight and co-ordination of Complaints, Compliments and Comments within Children and Young People’s Services.

Duties and Responsibilities
Listed below are the responsibilities this role will be primarily responsible for:
· To develop, implement and communicate the representations policy, procedures and codes of practice to staff and service users.

· To work with the Project and Inspection Support Manager to develop appropriate systems to ensure that CYPS representations are handled, coordinated efficiently and effectively across CYPS and align with wider DCC policies and procedures.

· To ensure complaints are handled in line with the council’s statutory procedures.

· To monitor and facilitate the progression of complaint resolution in individual cases and ensure responses and actions are proportionate to the issues.

· To co-ordinate action on corporate complaints within CYPS; to advise and support managers in the service areas on complaints resolution; and, where appropriate, to advise and support on complaints that fall outside the statutory and corporate procedures, e.g., complaints from partner agencies, as appropriate.

· To develop and review procedures for handling complaints and representations and ensure that staff are familiar with these arrangements through a range of processes including contributing to the development of programmes of training.

· To ensure compliance with the statutory requirements of the Local Authority Social Services and NHS Complaints (England) Regulations 2009 at all times

· To provide advice and guidance to managers, staff and elected members in handling representations, and to ensure that staff in other DCC Services are familiar with these arrangements.

· To liaise and negotiate with clients; carers, advocates and other customers on planning and delivering timely and personalised outcomes and resolutions. This may include face to face meetings and some note taking in such meetings.

· To prepare the CYPS contribution for annual reports and quality improvement board on a quarterly basis.

· Lead internal investigations in conjunction with other complaints officers as appropriate within timescales set.

· Work in co-operation and collaboration with health partners and other agencies as appropriate. 

· To liaise with Legal Services, securing legal advice as required on complaints.

· To evaluate the numbers, types, outcomes and trends of complaints using the information to identify potential learning for the service and service improvements that can be made.

· To provide management information, data and reports as directed by the relevant Strategic Manager and heads of service in the pursuit of the service goals.

· To extract universal learning outcomes from complaints and ensure these are brought to the service’s attention for implementation to improve service quality.

· To work with Complaints Officers and Managers in other DCC Services, local authorities and with health partners to share good practice.

· To co-ordinate arrangements for formal investigations and independent reviews (Stage 2, Stage 3 and Ombudsman Investigations) liaising with appropriate officers as required

· To monitor the progress of formal investigations, ensuring their smooth running, that timescales are adhered to and that staff involved in complaints keep the information system properly updated

· To act as the point of contact with the Local Authority link officer to the Local Government and Social Care Ombudsman ensuring effective co-ordination with senior staff and legal services

· To liaise with the Local Government and Social Care Ombudsman directly as required within the course of complaint investigations.

· To undertake duties relating to support for the families first partnership design, planning and implementation, children’s sufficiency support work and inspection support work across the team as appropriate.

· Commitment to continuous professional development
The above is not exhaustive and the post holder will be expected to undertake any duties which may reasonably fall within the level of responsibility and the competence of the post as directed by the Head of Service.

Organisational Responsibilities
Values and behaviours
To demonstrate and be a role model for the council’s values and behaviours to promote and encourage positive behaviours, enhancing the quality and integrity of the services we provide.

Smarter working, transformation, and design principles
To seek new and innovative ideas to work smarter, irrespective of job role, and to be creative, innovative and empowered. Understand the operational impact of transformational change and service design principles to support new ways of working and to meet customer needs.

Communication
To communicate effectively with our customers, managers, peers and partners and to work collaboratively to provide the best possible public service. Communication between teams, services and partner organisations is imperative in providing the best possible service to our public.

Health, Safety and Wellbeing 
To take responsibility for health, safety, and wellbeing in accordance with the council’s Health and Safety policy and procedures. 

Equality and diversity
To promote a society that gives everyone an equal chance to learn, work and live, free from discrimination and prejudice and ensure our commitment is put into practice. All employees are responsible for eliminating unfair and unlawful discrimination in everything that they do.
 
Confidentiality
To work in a way that does not divulge personal and/or confidential information and follow the council’s policies and procedures in relation to data protection and security of information.

Climate Change
To contribute to our corporate responsibility in relation to climate change by considering and limiting the carbon impact of activities during the course of your work, wherever possible.

Performance management
To promote a culture whereby performance management is ingrained and the highest of standards and performance are achieved by all. Contribute to the council’s Performance and Development Review processes to ensure continuous learning and improvement and to increase organisational performance.

Quality assurance (for applicable posts)
To set, monitor and evaluate standards at individual, team and service level so that the highest standards of service are delivered and maintained. Use data, where appropriate, to enhance the quality of service provision and support decision making processes.

Management and leadership (for applicable posts)
To provide vision and leadership to inspire and empower all employees so they can reach their full potential and contribute to the council’s values and behaviours. Managers and leaders must engage in personal development to ensure they are equipped to lead transformational change; always searching for better ways to do things differently to meet organisational changes and service priorities.

Financial management (for applicable posts)
To manage a designated budget, ensuring that the service achieves value for money in all circumstances through the monitoring of expenditure and the early identification of any financial irregularity.

The above is not exhaustive and the post holder will be expected to undertake any duties which may reasonably fall within the level of responsibility and the competence of the post as directed by your manager.
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Person Specification

	Attributes
	Essential
	Desirable

	Qualifications



	· [bookmark: _Hlk205448260]Degree or equivalent qualification or experience in a relevant subject

	NVQ Level 4 in management or equivalent.

Relevant professional qualification in social work or health. (Dip SW or equivalent health related).

	Experience






	· Application of polices and guidance
· Significant experience of working in a complaints related role  
· Experience of working with senior managers within the public sector
· Working with vulnerable clients and service users
· Report writing 
· Qualitative and quantitative data analysis 
· Conciliation and mediation
· Effective working with staff at different levels in organisations
· Experience of Quality systems
· Experience of liaison with legal bodies for advice and guidance

	· Project planning and management
· Development of polices and guidance
· Audit or quality assurance


	Skills and Knowledge 






	· Excellent written and verbal communication skills, including report writing
· Administration and organisational skills
· Conflict handling and mediation situations
· Ability to work to tight timescales and to prioritise work.
· Commitment to continuous professional development
· Access to a car or access to a means of mobility support (if driving, must have a current valid driving licence and appropriate insurance)
· Knowledge and understanding of Social Care services and the legislative framework in which services operate.
· Understanding of consultation process.
· Use of ICT systems for recording and tracking such as MS office applications 
	· Change management
· Good workload and project management skills
· Knowledge and understanding of the roles of and legislative framework for children and young people’s services wider partners
· Understanding of issues relating to complex case management
· Understanding of statistics
· Research methodologies

	Personal Qualities
	· Administration and organisational skills
· Conflict handling and mediation situations

	




image1.png
Durham ®3
County Council gg St




