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Manchester City Council
Role Profile

Complaints Resolution Officer, Grade 6
MCC Housing Services, Neighbourhoods Directorate
Reports to: Resident Experience Manager
Job Family: Corporate Organisational Support

Key Role Descriptors

Working within a support service or Centre of Excellence, the role holder will provide high-quality information and advice to enable the delivery of service and organisational objectives through the delivery of assigned work packages and projects.


Key Role Accountabilities:	

Effective delivery of assigned work packages to ensure achievement of service objectives, to support the effective decision making processes of the Council and to enable it to meet its legal obligations.

Ensure that work packages delivered are in line with organisational direction of travel and agreed policies / procedures, including consideration of Public Service Reform principles.

Provide robust and effective analysis of information in, using outputs to inform work packages and advise client services.

Work collaboratively across the wider Council, providing specialist advice, information, support and challenge to support client services to meet the objectives outlined in business plans and the effective delivery of organisational objectives.

Proactively assist the monitoring and review processes and procedures to ensure that key performance indicators are met and implement strategies and procedures to continually enhance the service.

Provide advice and guidance to colleagues across the organisation in area of specialism.

Roles at this level may be required to undertake management duties, either through direct line management of a team (including appraisals, performance management and other duties) or through matrix management of a virtual team of officers.

Personal commitment to continuous self development and service improvement. 

Through personal example, open commitment and clear action, ensure diversity is positively valued, resulting in equal access and treatment in employment, service delivery and communications. 

Where the roleholder is disabled every effort will be made to supply all necessary aids, adaptations or equipment to allow them to carry out all the duties of the role.  If, however, a certain task proves to be unachievable, job redesign will be given full consideration. 


Role Portfolio:

Who we are

The Resident Experience Team support our key priorities to place residents at the heart of everything we do.

MCC Housing Services are embarking on a ‘Vision’ which sees us working together to close inequality gaps and maximise Manchester’s huge potential. Our vision is working together to build the best future for all our communities and everyone living within our neighbourhoods.

This includes lots of innovation around resident feedback and the way it is received and a more proactive approach to gaining insight from our residents.

About you

The role holders will have a passion for resident experience and will be integral to the effective management of complaints, feedback and learning from complaints. They will be a team player establishing positive working relationships with all members of MCC Housing Services and other services within the Council. They will take ownership and set the standard of getting things right the first time across the organisation, learning from where things have gone well and where there have been service failures.

The role holder will have sound investigatory skills and a desire for working in a complaints / resident orientated environment. You will need to demonstrate that you are an organised and focussed individual who has a track record in identifying service failures so we can learn from complaints and resident feedback.

Other responsibilities:
· To act as the first point of contact when there is resident dissatisfaction with housing related issues.  Autonomously assess and make decisions about the eligibility of complaints in line with Manchester City Council’s Complaint Policy and the Housing Ombudsman Complaint Handling Code.
· Conduct objective, fair and thorough investigations into individual complaints received under the first stage of the council’s two-stage Complaints Policy, including those that are challenging and complex. With the Case Manager Lead, commission such investigations from other sources. 
· Deliver a high quality, comprehensive and consistent approach to dealing with complaints in line with the Housing Ombudsman’s dispute resolution principles. Ensure that all issues are dealt with sensitively and fairly, working with colleagues at all levels and with the autonomy required to resolve any disputes fairly and quickly.
· Consistently maintaining complaint records within the in-house case management system, data and stakeholder knowledge
· Comprise competent correspondence that reflects a level of compliancy and empathy in line with regulatory bodies.
Key Behaviours, Skills and Technical Requirements

Our Manchester Behaviours  
· We are proud and passionate about Manchester
· We take time to listen and understand 
· We ‘own it’ and we’re not afraid to try new things  
· We work together and trust each other
· We show that we value our differences and treat people fairly

Generic Skills

· Communication Skills: Demonstrates an understanding of the views of others and communicates in a realistic and practical manner using appropriate language and medium, listens attentively to views and issues of others and responds to issues arising.

· Analytical Skills: Ability to absorb, understand and quickly assimilate moderately complex information and concepts and compare information from a number of different sources.

· Planning and Organising: Demonstrate the ability to organize multiple tasks in the most effective way, and allocate time and energy according to task complexity and priority 

· Problem Solving and Decision Making: Ability to analyse situations, diagnose problems, identify the key issues, establish and evaluate alternative courses of action and produce a logical, practical and acceptable solution.

· Creative Skills: Ability to think creatively and provide innovative solutions to problems. Has ability to develop new approaches to finding solutions outside of existing parameters.  


· Strategic Thinking: Contributes to the development, implementation and evaluation of strategy to shape future plans.
Skills to identify good practice and areas for improvement in strategy and communicate these to colleagues and key stakeholders


Technical Requirements (Role Specific) 
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