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	For HRU use only
	Ref: 3637


	Directorate
	Deputy Chief Executive

	Section/Location
	Environment, Housing and Leisure, Business Support Team,  Quadrant East, Floor 2

	Post Title
	Feedback Officer

	Permanent/Temp
	

	Grade
	6

	Responsible to
	Business Support Manager

	Responsible for
	

	Job Purpose

	The post holder will be responsible for ensuring that Environment, Housing and Leisure is providing our customers and stakeholders with an excellent response to all feedback and complaints.

The post holder will work closely with managers and staff within EH&L to ensure that all feedback is captured, recorded, collated, monitored and reported on.

The post holder will ensure that all feedback is responded to in a timely and appropriate manner and that EH&L learns from customer feedback.

The post holder will ensure that EH&L is pro-active in analysing data and trends to identify improvements.

The post holder will be responsible for working with the Corporate Customer Liaison Team to ensure EH&L are compliant with corporate policies and procedures regarding complaints, members’ enquiries and feedback. 

The post holder will also be expected to lead on service improvement projects and project-manage staff from across the organisation. 



	Job Content

	Duties and Responsibilities

The post holder is required to: 

Compliments & Complaints (informal and formal)

1. Respond to complaints, members’ enquiries and other feedback in an effective and efficient manner.

2. Act as the liaison between the service and the customer who has expressed dissatisfaction. This will involve contacting customers directly in a variety of ways, including telephone, email, and home visits.

3. Respond to all complaints, members’ enquiries and other feedback in line with the complaints policies and ensure that deadlines are met. 

4. Develop and maintain a learning log from complaints and produce reports showing trends to aid service development 

5. Ensure feedback and customer satisfaction data regarding our complaints process is used to inform continuous improvement of our complaints process.
6. Work with other services and partners in the investigation of complaints.
7. Ensure all correspondence regarding complaints complies with EH&L and Corporate standards. 
8. Record all feedback and ensure regular updates are sent to the Senior Management Team.
Performance Management 

9. Ensure all records and performance information for customer feedback are updated and monitored and that target timescales are being adhered to.

10. Prepare performance reports for the Business Support Manager on a monthly basis, and for EH&L SMT as directed.

11. Analyse complaints to highlight trends and identify opportunities for service improvements.
Project working

12. Take lead responsibility for the delivery of key projects and support the delivery of other projects within the Service Improvement Plan.

Equality and Diversity 

13. Ensure that barriers to information are removed, particularly for hard to reach groups and that services are compliant under the Disability Discrimination Act (Equalities Act 2010)

14. To work with customers and staff to ensure that customer feedback procedures are accessible to all. 

Value for Money

15. Responsible for reviewing performance information and complaint learning reports to identify inefficiencies and ways to improve value for money.

General Duties
16. Implement and comply with the Council’s Equal opportunity policies and strategies.

17. Implement and comply with the Council’s Health and Safety policies

18. Be fully committed to developing excellent levels of customer care

19. All employees have a responsibility to undertake training and development as required.  They also have a responsibility to assist, where appropriate and necessary, with the training and development of fellow employees.

20. All employees have a responsibility of care for their own and others health and safety.
21. Undertake such other duties as may be required from time to time by the Service Development Manager commensurate with the grading of the post.

	Performance standards

	The post holder will be responsible for meeting performance requirements and delivering set key objectives that will be agreed with the Business Support Manager as part of the personal development review.


	Working conditions

	The post holder will be predominantly office based however they will be required to meet tenants, partners or stakeholders as required. This may require home visits. 




	Factor
	Essential
	Desirable
	Assessment means

	Skills and Knowledge
	Excellent ITC skills including Microsoft Excel and Word.

Working knowledge of Members Enquiries and Lagan.

Excellent customer service skills 

Excellent communications skills including face to face, telephone and letter writing. 

Effective negotiation skills 

Demonstrable knowledge of performance management and comfortable analysing data

Excellent interpersonal skills and the ability to work with wide range of stakeholders 

Excellent organisational and time management skills

Excellent Analytical skills and the ability to interpret data
	Experience of using Microsoft Access 

Working knowledge of  Northgate Housing IT system

Working knowledge of Customer Relationship Management (CRM) software
	Application Form

Interview

Selection Test



	Qualifications and Training
	Minimum 5 GCSEs or equivalent including Maths and English

NVQ in customer care or other relevant qualifications


	Evidence of Continuing Professional Development (CPD)
	Application Form

Interview 

Certificates

	Experience
	Experience of resolving complex problems and managing conflict effectively.

 Demonstrable ability of handling complaints and dissatisfied customers

Experience of working within a performance management framework

Comfortable presenting information in a manner suitable to the audience 

Demonstrable ability to analyse and interpret complex information 
	Experience of working within a housing organisation


	Application Form

Interview

Selection Test

	Disposition


	Flexible, enthusiastic and highly motivated

Ability to influence, persuade and be resilient to achieve objectives within the organisational context

Willingness to undertake professional training and development

Committed to providing excellent customer service
	
	Application Form

Interview

	Special Requirements
	Makes a professional impact

There will be some requirement to attend evening meetings and to work outside of normal office hours
	
	Application Form

Interview
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