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	Job Title:
	Housing Complaints Response Officer
	Pay Band: 
	8



	Job Purpose: 

	Responsible for all Housing Services complaint and disrepair investigations, responses and implementing learning and change across the service.  


	Valued Behaviour Level:
	2

	JE reference: E3644

	

	What are you expected to do?

· To undertake the investigation of complaints, enquiries, disrepair claims and freedom of information requests in line with Housing Services and the Council’s Complaints, Compliments and Comments Procedures
· Investigating, responding to and resolving where possible to build tenant and leaseholder confidence in the service, ensuring all are responded to within regulatory and corporate guidance. 
· To prepare investigation reports and responses, analysing complaints, contacting complainants, liaising with Housing Services staff, seeking good practice and recommending necessary actions to resolve complaints, ensuring actions to resolve complaints are completed within timescales.
· To liase with the Housing and Local Government Ombudsmen as appropriate.
· To ensure effective liaison with the Corporate Complaints team at all stages, providing evidence and information to resolve stage 2 complaints, Housing Ombudsman enquiries and annual reports.
· To build and maintain effective working relationships, best practice and protocols with other service areas, key stakeholders and external agencies, to provide a seamless approach to complaint handling including, Housing Ombudsman, Regulator of Social Housing, Tenants Panel, Citizens Advice, MP, Members, and voluntary agencies.
· To prepare reports, information and statistics as required and directed.  To present regular reports and recommendations to Senior Management, Members and the Tenants Panel
· Manage your own team in line with all Council’s policies and procedures and ensure that employees are aware of their obligations under these.






Person Specification
	
Criteria No.
	Attribute
	Essential
(E)
	Desirable
(D)

	
	Qualifications & Education
	
	

	1
	NVQ Level 3 or equivalent in a related field such as Housing, Complaints Management or Customer Services
	
	D

	
	Experience & Knowledge
	
	

	2
	Experience of offering support and advice to tenants and leaseholders
	E
	

	3
	Experience of investigating and responding to customer complaints and/or disrepair claims. 
	E
	

	4
	Knowledge of the legislative and regulatory requirements of Housing complaint and disrepair handling.
	E
	

	5
	Experience of working within policies and procedures with the use of initiative to respond to situations
	E
	

	6
	Knowledge and understanding of GDPR principles and confidentiality 
	E
	

	7
	Experience of interpreting legislation, policy or procedures to give recommendations and advice
	E
	

	8
	Knowledge and understanding of the Regulator for Social Housing standards and the Housing Ombudsman Code
	
	D

	
	Skills
	
	

	9
	Effective listening skills, including the ability to explain complex issues clearly to a wide range of audiences in different formats without compromising the meaning.
	E
	

	10
	Ability to communicate both orally and in writing to a wide range of audiences (including ability to write clear and concise reports & presentations) and present information to Senior Management, Members, partner organisations and tenant groups
	E
	

	11
	Ability to use initiative and make decisions outside immediate policy and procedure, and without reference to manager. 
	E
	

	12
	Ability to understand the needs and perceptions of customers, handling difficult situations sensitively, professional and calm whilst negotiating appropriate outcomes.
	E
	

	13
	Ability to demonstrate attention to detail, analysing and interpreting complex information and maintaining accurate records.
	E
	

	14
	Ability to anticipate issues that need to be taken into account, recommending actions to resolve complaints and taking ownership for resolution of enquiries.
	E
	

	15
	Be IT literate, capable of using Microsoft office packages and have the ability to effectively interpret written communication and respond in the most appropriate format.
	E
	

	16
	Ability to prioritise and organise caseload to meet deadlines and targets
	E
	

	
	Personal Attributes
	
	

	17
	Ability to work effectively as part of a team, work well under pressure, prioritise and make decisions.
	E
	

	18
	Ability to handle sensitive or confidential information.
	E
	

	19
	Ability to be empathetic yet firm when dealing with complaints and enquiries and able to communicate at ease with customers and provide advice in accurate spoken English
	E
	

	20
	Ability to self-motivate, be adaptable and achieve personal and team goals.
	E
	





                                                                                                                        Supporting Statement
Our values:
Are at the heart of everything we do. Our values are not just words, the way we behave is one of the most important ways we can demonstrate them. As managers, you will display these every day and support your team members to demonstrate them too


	RESPECT…
be Respectful towards the Council, each other as colleagues as well as our community, residents, service users, stakeholders and wider partners. 

	COLLABORATE…
act Collaboratively and ensure our successful journey of collaboration continues to ensure that we maximise opportunities to achieve success.


	INNOVATE…
be Innovative in everything we do and voice improvements to ensure we offer quality services.

	DELIVER…
deliver quality services to all and strive to always deliver the best we can with the resources available.




All Managers will be expected to:
· Engage with our My Journey process, ensuring all reviews including your own are completed timely and with quality conversations.   
· Manage your team in line with our core values, policies and procedures and ensure that employees are aware of their obligations under these. 
· Behave according to the Valued behaviours framework, the Dignity & Respect Policy and Employees’ Code of Conduct and ensure that employees in your team are aware of their obligations and responsibilities re. conflicts of interest, gifts, hospitality and other matters covered by the Code. 
· Be a team player with the willingness to be flexible and supportive.
· Be a strong communicator demonstrating active listening skills, openness, approachability and good verbal and written skills.
· Ensure that our Equality agenda is implemented effectively in your team and to carry out your duties as a manager and employee in line with these. 
· To fulfil your health and safety management role as detailed in both Corporate and Group Health and Safety Policies, organisational statements and procedures to ensure a safe working environment for yourself, members of your team and others who may be affected by your team’s activities. 
· [bookmark: _Hlk172273770]Carry out your role in line with our climate neutral ambitions.
· Undertake any other duties of a similar nature related to this post that may be required from time-to-time.
· We are committed to safeguarding and promoting the welfare of children and expects all staff and volunteers to share this commitment. 
· This post is deemed to be a ‘Customer Facing’ role in line with the definition of the Code of Practice on the English language requirement for public sector workers.
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