Job Description & Person Specification

Post Title: .

Customer Relations Officer (Housing) Grade: BR12

Department: Division/Section:

Exchequer & Customer Services Customer Relations Service
. Reports to:

Post No: Head of Customer Relations

MAIN PURPOSE:

1.

To work with individuals or groups making complaints, representations and
enquiries with regards to Housing and Homelessness services.

To support the Council in meeting its statutory responsibilities and abiding by its
policies in respect of complaints, FOls, Subject Access Requests, MP and Elected
Member Enquiries

To act as the primary link between the complainant and the Housing and
Homelessness services

To provide a high quality of customer service which meets the needs and
expectations of those engaging with the Council and the performance standards of
the Council, while minimising and mitigating risks to the Council.

To ensure that the data, trends and learning from enquiries, representations and
complaints is disseminated appropriately to inform service development and
improvement.

SUMMARY OF RESPONSIBILITIES AND DUTIES:

1.

2.

To co-ordinate and manage a mixed caseload of complaints, representations and
enquiries, in regard to Housing and Homelessness services.

To act as the corporate lead on Housing and Homelessness complaints — logging
them as appropriate, interrogating systems, reviewing files, meeting with the
relevant officers, drafting comprehensive responses, collating any supporting
documentation and ensuring complete responses are provided to the complainant
within the Council’s published corporate timescales

To maintain close cooperation and liaison with the Housing department, working
alongside senior managers, keeping them updated and attending relevant
meetings
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4. To maintain a high level of knowledge about Housing and Homelessness law and
practice, whether by formal training or otherwise

5. To liaise with service users, members of the public and others making complaints,
representations and enquiries and ensure that Council responses are of high
quality, timely and comply with Council policies and statutory responsibilities.

6. To exercise judgement, analytic skills and knowledge of the Council’s roles and
responsibilities to ensure appropriate responses to complaints, representations
and enquiries, being mindful of risks to the Council and advising accordingly.

7. To screen all complaints, representations and enquiries for safeguarding issues
and follow protocols to refer concerns to relevant managers in children’s social
care and adults’ social care services.

8. To ensure that complaints, representations and enquiries in respect of services
commissioned by the Council are responded to appropriately and to manage joint
investigations with other agencies as necessary.

9. To co-ordinate and manage procedures for responding to complaints in respect of
Housing and Homelessness services, maintaining appropriate contact with
complainants and ensuring compliance with legislation and Council policies.

10.To adopt a resolution focus in responding to specific complaints and
representations, sensitive to the interests and needs of those making complaints
and representations and those of the Council.

11.Where required, to act as liaison with the Local Government & Social Care
Ombudsman in respect of specific complaints and representations, including to
ensure LGSCO decisions are implemented by the Council.

12.To liaise with operational services and to co-ordinate procedures for Subject
Access to Records ensuring the support needs of those enquiring are assessed
and met, that records provided comply with the Data Protection Act and that
practice is in line with Information Commissioner requirements.

13.To assist with responses to Freedom of Information requests ensuring compliance
with Freedom of Information Act, Data Protection Act and Information
Commissioner’s Office requirements.

14.To co-ordinate and provide responses to MP and Elected Member enquiries,
ensuring responses are in line with Council policies and protocols and meet data
protection requirements.

15.To maintain all records of complaints, representations and enquiries, including use
of bespoke IT software, in line with departmental and Council procedures.

16.To contribute to and provide reports in a variety of formats to enable learning from
complaints, representations, enquiries and subject access requests to be clearly
communicated to operational services and managers.

17.As required, to provide training to departmental and other staff in legislative
requirements, Council policies and procedures and best practice in respect of
responding to complaints, representations, enquiries and subject access requests,
particularly in respect of Housing and Homelessness services

18.As required, to assist with the preparation of documentation for disclosure to third
parties
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19.To deliver insight session to share learning from complaints which should result in
changes to working practices.

20. To undertake any other duties commensurate with the level of the post, as
required to ensure the efficient and effective running of the Department / Section.

CONTACTS AND RELATIONSHIPS: (customer focus, both internal and external)

Service users and members of the public.

MPs and Elected Members.

Advocates; Independent Persons; Complaints Panel Chairs.

Senior managers, Heads of Service, operational managers and staff.

Commissioned Services and partner agencies.

Offices of the Local Government & Social Care Ombudsman, the Housing Ombudsman
and Information Commissioner’s Office.

MANAGEMENT AND LEADERSHIP: (finance, resources, performance management, staff supervision and
service delivery)

This post has no line management responsibilities.

EQUALITIES:
Implementation of the Council’s equal opportunities policies and its statutory responsibility
with regard to other individuals and service delivery.

To show commitment to the Council’s Equal Opportunities policies and to comply with
equalities legislation in work undertaken.

Date Name
1. Date drawn up 07.2026 MBS
2. Given to Post holder
3. Confirmed by Line Manager
4.  Evaluated
5. Uploaded onto Resourcelink
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Post Title: .

Customer Relations Officer (Housing) Grade: BR12

Department: Division/Section:

Exchequer & Customer Services Customer Relations Service
. Reports to:

Post No: Head of Customer Relations

SKILLS & ABILITIES

1.

Strong customer service skills, including the ability to act with integrity and
fairness, to mediate between complainants/enquirers and operational services
and to be resolution focused.

Strong ability to exercise judgement in considering the interests of
complainants/enquirers and those of the Council in the context of a complex
statutory framework.

Strong organisational and administrative skills to manage a heavy and diverse
workload.

Ability to represent the Council in contact with Local Government & Social Care
Ombudsman and the Information Commissioner’s Office

Ability to report in a variety of formats to a wide range of audiences including
senior managers, managers, staff and elected members.

Excellent written and oral communication skills.
Excellent IT skills including use of bespoke complaints software.

KNOWLEDGE

1.

Wide knowledge of the Council’s duties and powers in respect of Council services
and of how services are organised, delivered and commissioned.

Detailed knowledge of Housing and Homelessness law and practice

Detailed knowledge of the legislative, regulatory and guidance frameworks for
complaints, representations and enquiries in respect of Council services.

. Detailed knowledge of the implications of the Freedom of Information and Data

Protection Acts for responding to complaints, representations and enquiries.
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EXPERIENCE

Experience of handling and responding to complaints
Experience of liaising with regulatory bodies

Experience of providing a customer facing service

A

Experience of working to and meeting deadlines in a performance-driven environment

SPECIAL REQUIREMENTS

Occasional work outside normal office hours.

Attendance on site at the Civic Centre for a minimum of two days per week.
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