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Job Description

DEPARTMENT:		Social Services & Wellbeing / Directorate Support Unit

POST:			Customer Feedback & Resolution Support Officer

GRADE OF POST:		GR06

RESPONSIBLE TO:	Customer Feedback & Resolution Manager

JOB PURPOSE:	

Provide support to the Customer Feedback & Resolution Manager in the management of complaints, compliments and representations made in relation to Social Services functions, including the provision of a clerical and administrative service.  

PRINCIPAL RESPONSIBILITIES AND ACTIVITIES:

· Support the Customer Feedback & Resolution Manager in the recording, co-ordination and timely resolution of complaints, compliments and representations made in relation to Social Services functions, Complaints and Representations by Local Authority Social Services.
· Act as a first point of contact for all matters relating to complaints from internal and external customers, including telephone and via e-mail. 
· As directed, by the Customer Feedback & Resolution Manager, contact identified individuals to discuss and confirm their subject access requests.
· Monitor the overall progress of complaints against requisite deadlines. Where appropriate, contact complainants to provide them with updates as required.
· Progress chase staff within social care and wellbeing teams to ensure that appropriate responses to complaints are received and then provided in a timely manner.
· Liaise with the Customer Feedback & Resolution Manager on all newly received complaints, highlighting more complex matters that warrant determination of appropriate actions and assessing of priority.
· Provide the Customer Feedback & Resolution Manager with effective administrative and clerical support, including handling of enquiries, word processing, record keeping and correspondence. 
· Comprehensively maintain and update information on the WCCIS database in an accurate and timely manner, ensuring compliance with GDPR and accuracy of the system by regular validation of records.
· Assist the administration of meetings by co-ordinating calendars and circulating relevant documentation.
· Assist the review of administrative processes and procedures connected to the Complaints service and recommend improvements to the Customer Feedback & Resolution Manager.
· Provide cover and act on behalf of the Customer Feedback & Resolution Manager in appropriate matters pertaining to the delivery of the service, e.g. during periods of annual leave or as delegated by the Customer Feedback & Resolution Manager.
· Maintain strict confidentiality at all times and ensure adherence to GDPR protocols and corporate and service guidelines.
· As and when required and directed by the Customer Feedback & Resolution Manager; undertake administrative tasks to ensure relevant support across the Directorate’s Support Unit.

GENERAL DUTIES

Health and Safety
To fulfil the general and specific roles and responsibilities detailed in the Health and Safety Policy

Equal Opportunities
To ensure that all activities are operated in accordance with Equal Opportunities legislation and best practice.

Safeguarding
Protecting children, young people or adults at risk is a core responsibility of all employees.  Any concerns should be reported to the Adult Safeguarding Team or Children’s IAA Service within MASH.

Review and Right to Vary
This Job Description is as currently applies and will be reviewed regularly. You may be required to undertake other tasks that can be reasonably assigned to you, including development activities, which are within your capability and grade.



Person Specification
Customer Feedback & Resolution Support Officer
The following attributes represent the range of skills, abilities, and experiences etc. relevant to this position.  Applicants are expected to meet the attributes that have been identified as essential.
	Attributes
	Requirements
	Essential
	Method of Evaluation/Testing

	Qualifications, Education & Training


	· A good standard of education to QCF level 3 or an ability to demonstrate competence through experience.
	Yes
	Production of original Qualification Certificates and application form. 

	Knowledge & Experience
	· Experience of using Microsoft Office products.
	Yes
	Interview, application form, and selection process.

	
	· An understanding of the principles of excellent customer service.

	Yes
	

	
	· Experience of working in a local government setting or similar environment. 

	
	

	
	· Demonstrable experience in a relevant work environment.

	Yes
	

	
	· An understanding of administrative processes and systems.  

	Yes
	

	
	· Experience of dealing with difficult customers in a calm and professional manner.

	
	

	
	· Some knowledge of policies regulations and legislation in relation to complaints management.

· Awareness of the General Data Protection Regulation (GDPR) and how this relates to the production and circulation of sensitive information.
	
	

	Skills & Personal Qualities 
	· Ability to communicate clearly tactfully, and effectively to a wide range of customers in sometimes challenging circumstances and form constructive working relationships with colleagues.

	Yes
	Interview, application form, and selection process.

	Skills & Personal Qualities Continued
	· Good IT skills including the use of Microsoft packages.
	Yes
	Interview, application form, and selection process.

	
	· An ability to work as part of a team.

	Yes
	

	
	· Good attention to detail and an ability to work logically and methodically.

	Yes
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