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Job Description

Job Title:		Housing Complaints & Insight Officer	

Pay Grade:		W3 - W4	

Directorate:		Communities	

Team:			Housing Services	

Reporting to:	Resident Engagement Team Leader	

Budgetary Responsibilities:
· Staff - £N/A
· Other Direct - £N/A
· Other Indirect – N/A
Total £N/A

Job Purpose:

This role will focus on administration of Housing Service complaints procedure and ensure that they are a knowledge hub for residents and staff. 
To support with Housing Service Complaint, FOI/SARs, Cllr/MP enquiry process, training and process development to ensure all staff are trained and adhere to the procedure/policy, including the given timescales.
To foster a open complaints/lessons learnt culture by analysing complaint trends and collaboratively work with Housing colleagues to improve processes and services to tackle root causes of complaints and improve resident satisfaction. This will be achieved by linking in complaints learning with wider satisfaction data and departmental insights to provide a rounded view of services and improvements required. 
To project manage, in conjunction with the Resident Engagement Team Leader, Housing Customer Services projects to meet the objectives of the Housing Improvement Programme including supporting with progressing the complaints action plan and ensuring compliance with Consumer Standards and other best practice across the sector.
To develop and maintain relationships with other teams within Housing and the full council to ensure key links for housing complaints, housing FOIs, housing SARs and Housing Cllr/MP enquiries. 
To be part of the full Resident Engagement Team and work collaboratively with the team to ensure compliance to the Housing Ombudsman and Regulator of Social Housing with a main aim to ensure high standards of Customer Service across housing.
To provide support and cover to the Housing Customer Services team where appropriate particularly during peak periods and absence. 

Main Tasks:

1. To support the drive of high levels of customer service and resident engagement across the housing service.
2. To support the development and delivery of the Woking Borough Council Housing Complaints Procedure/Policy including supporting the training of staff.
3. Administration, coordinating and reporting on Housing Complaints and the learning/improvement implemented in response to service failures.
4. Administration, coordinating and reporting on Housing FOIs and SARs.
5. Administration, coordinating and reporting on Cllr/MP enquiries.
6. To support organisational compliance to the Housing Ombudsman Complaint Handling Code, including responding to information requests, determinations, the annual self-assessment and updating of policies/procedures as required.
7. To communicate clearly and effectively with all residents, so that they are well-informed about changes across the Housing Service.
8. Produce and maintain accurate and useful information in a range of formats to effectively promote service delivery and evaluation.
9. To be focused on improvements for the Housing Service and Resident Engagement team in line with the Housing Improvement Programme.
10. To provide high quality customer service, including interacting with customers, answering customer enquiries, and effectively handling customer complaints.
11. To contribute effectively to the work of the Resident Engagement team and project teams (as appropriate for the role).
12. To actively contribute to service delivery, support colleagues and put forward ideas for service improvements. 
13. To undertake any other duties as may reasonably be required at a level appropriate to the post.


People Management: N/A

Service Management: N/A

Financial Responsibility: N/A

Other Responsibilities: N/A


Person Specification
Key:
E = Essential, D = Desirable, 
A = Application Form, I = Interview, P = Presentation T=Test 

Please list as required.

	 Criteria
	 Standard

	E/D
	Measure

	Education & training
	· GCSE grade C or equivalent in English and maths 
· 2 ‘A’ levels or equivalent
· Housing (CIH) or other relevant related professional qualification
	E

E

D
	A

A

A

	Experience
	· Previous experience in a housing, customer services or communications role in public, voluntary or private sector
· Experience of working with tenants, leaseholders and external agencies.
· Understanding of the needs of vulnerable individuals, families and households, families and households
· Demonstrable experience in delivering customer-focused services and initiatives
· Knowledge of Housing complaints administration including the role of the Housing Ombudsman and the Housing Ombudsman Complaint Handling Code.
· Practical experience and understanding of supporting service teams and/or relationship building with different client groups such as the Housing Ombudsman, Councillors and MPs.
· Understanding of safeguarding children and vulnerable adults
· Excellent verbal, written and presentation communication skills
· Good listening skills and the ability to build a rapport with a diverse network of individuals
· Able to handle conflict, difficult conversations and negotiations professionally and persuasively with customers either face-to-face, by phone or online, including those who may be in difficult and/or emotionally charged situations.
· Ability to engage effectively with a diverse audience using a wide range of communication tools.
· Numerate
· Ability to demonstrate a sound judgement in a wide range of situations
· Experience of working in a fast-paced environment and being able to meet deadlines.
· Ability to demonstrate project management understanding and management of projects through to implementation.
	E
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E
E
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	Special Requirements
	
· Willing and able to undertake training if required
· Full driving licence

	
E

E
	
A/I

A/I





Candidate Screening

	Does Rehabilitation of Offenders Act 1974 apply?
	Yes

	Disclosure and Barring Service check required?
	Yes

	If yes, what level?
	Basic

	Is this a Politically Restricted Post?
	Choose an item.

	Does this role have emergency responsibilities?
	Choose an item.	Choose an item. 




Role Map

	Behaviour
	Level Required (1-4)

	Shaping our Future
	2

	Leading our People
	2

	Delivering for our Customers
	2

	Making Change Happen
	2

	Team and Partnership Working
	2

	Communicating Openly
	2

	Performance Management
	1



Please refer to the Council’s Behavioural Framework for examples and indicators of the expected behaviour required at each level (this will be attached as a document to each job advert).














Linked Grade Descriptor


	Job Title
	Team + grade
	Duties/responsibilities with reference to behaviours
	Probable Qualifications
	Indicative Experience
	Behaviours from role map

	
	
	
	
	




	SofF
	LourP
	DforourC
	MCH
	Tand PW
	CO
	PM

	Housing Complaints & Insight Officer
	W3

	· Able to perform the main duties of the post as set out in the Job Profile.
· Will be supported by more experienced staff to gain experience and knowledge of the role, particularly in relation to specific Housing processes and complaints handling.
· Will be supported in developing data insight and trend analysis skills. 
	Good general level of education, preferably including GCSE or equivalent in Maths and English.
	Able to use windows ICT applications.

Able to demonstrate the necessary skills to be able to deal with Customers.

Able to demonstrate necessary skills and knowledge of complaints handling practices.

	2
	1
	2
	2
	1
	2
	1

	Housing Complaints & Insight Officer
	W4
	· Able to perform the main duties of the post as set out in the Job Profile with minimal supervision.
· Capable of supporting new team members.
· Capable of developing procedures and providing training/support to colleagues across the service.
· Capable of taking complaints data and analysing trends and converting into lessons learnt and action plans for service improvement. 
· Undertaking benchmarking, best practice and service improvement activities. 

	Good general level of education, preferably including GCSE or equivalent in Maths and English.

Customer Service Training.

CIH Qualification/Equivalent sector qualification 

	As above, plus good working knowledge of Housing Services and processes.

Proven experience of customer service delivery.

Proven experience working in complaints role with extensive knowledge of Ombudsman code of conduct.

Experience in data insights/trends analysis.

	2
	1
	2
	2
	1
	2
	1
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