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	ASHFORD BOROUGH COUNCIL


JOB DESCRIPTION


	JOB TITLE:
	Housing Complaints & Resolutions Officer

	GRADE:
	SCP 30-33

	POST NUMBER:
	7169A, 7170A, 7171A

	RESPONSIBLE TO

	Housing Complaints & Resolution Manager

	JOB SUMMARY:

	The Housing Complaints & Resolution Officer will aim to provide customers with an outstanding experience when raising a complaint, ensuring every case is handled fairly and with empathy. The Complaints and Resolutions Officer acts as the dedicated point of contact for formal complaints, building trust and managing conflict with professionalism. The role is responsible for investigating complaints thoroughly, delivering fair and proportionate outcomes in line with the Housing Ombudsman’s Complaint Handling Code, and ensuring all actions are followed through to completion. The Officer will support the Complaints and Resolution manager in analysing feedback, reporting on learning themes, and work with colleagues to drive service improvements.



	ROLE REQUIREMENTS:
	

	1.
	Serve as the primary contact for customers throughout the complaints process, providing clear information on next steps and expected timelines.

	2.
	Act as the main contact for customers who have raised formal complaints, communicating proactively and in their preferred method.

	3.
	Manage conflict situations professionally, using empathy to understand the customer’s perspective and deliver fair resolutions. Resolving issues at first point of contact.

	4.
	Conduct thorough investigations into complaints, considering individual circumstances and ensuring outcomes are fair, proportionate, and well-documented.

	5.
	Own actions arising from complaints, following them through to completion and keeping customers updated throughout.

	6.
	Collaborate with internal teams and external bodies (e.g., Housing Ombudsman, Local Government & Social Care Ombudsman, contractors, local councillors) to resolve complaints efficiently and in accordance with policy and the Housing Ombudsman’s Complaint Handling Code.

	7.
	Provide support to the Complaints & Resolution Manager to analyse feedback and complaints data, reporting regularly to drive departmental service improvements. Maintain accurate records of complaints and feedback using relevant IT systems, supporting robust reporting and analysis.

	8.
	Identify and escalate systemic issues, recommending improvements to policies, processes, or training to prevent recurrence. Support the Housing Complaints and Resolutions Manager by providing insight and analysis on complaint trends and learning themes.

	9.
	Use sector best practice and our Compensation Policy to determine appropriate customer compensation.

	10.
	Promote a customer-first culture, acting as a champion for service excellence and continuous improvement.

	11.
	Proactively seeks to resolve complaints at the earliest opportunity, balancing tenant needs with policy requirements. Demonstrates initiative in finding practical solutions that prevent escalation, while maintaining clear communication and a commitment to fair outcomes

	12.
	Equal Opportunities
a)
To promote equality of opportunity in employment and service provision, and eliminate unlawful discrimination.

b)
To recognise that people have different abilities to contribute to the Council’s goals and performance and to take necessary action to give everyone a chance to contribute and compete on equal terms.

	13.
	Emergency Planning

a) To participate as required in the Council’s Emergency Planning operations including undertaking training and exercising as directed

b) To participate in the response to an emergency which may involve duties outside your normal job description and at times outside your contracted hours.

c) To participate in the recovery stage following the emergency.

	14.
	Business Continuity
In the event that an incident has occurred which disrupts the Council's ability to deliver its critical functions, to undertake duties within your competencies in other departments and/or at other locations.

	15.
	Data Protection

To ensure that data quality and integrity is maintained and that data is processed in accordance with Council policy, the Data Protection Act, the Freedom of Information Act, and other legislation.

	16.
	Health and Safety

All employees have responsibilities under The Health and Safety at Work Act 1974.  These responsibilities are laid out in the Council’s Health and Safety Policy, available on the Intranet or from Personnel.

	17.
	Safeguarding 

Adhere to the council’s safeguarding policies and procedures and undertake relevant training in order to help protect children and adults at risk of harm within the borough. 

	18.
	Additional Duties

To undertake any additional duties of a similar level of responsibility as may be required from time to time.

	OTHER CONDITIONS: 
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PERSON SPECIFICATION
	JOB TITLE:
	Housing Complaints & Resolutions Officer

	POST NUMBER:
	7169A, 7170A, 7171A


	
	Essential
	Desirable

	EDUCATION & TRAINING/ QUALIFICATIONS
	· Minimum 5 GCSE’s, grade C or above or equivalent (to include Maths and English) 3 A Levels or equivalent qualifications. 

· Knowledge of the Housing complaint procedure
	

	EXPERIENCE
	· Excellent interpersonal skills, with the ability to influence, negotiate, and manage conflict.

· Strong written and verbal communication skills, able to build effective relationships with a wide range of people.

· Knowledge of complaints handling best practice in the social housing sector, including the Housing Ombudsman’s Complaint Handling Code.

· Ability to work independently and as part of a team, demonstrating reliability and consistency.

· High level of empathy and ability to build trust with customers. 

· Strong attention to detail, able to work under pressure and manage conflicting priorities.

· Proficient in Microsoft Office and case management systems.
	· Experience of working with the Housing Ombudsman or similar regulatory bodies. 

· Awareness of current issues and best practice in social housing complaints handling.

· Knowledge of social housing consumer regulation and tenant satisfaction measures.



	SKILLS & KNOWLEDGE
	· Ability to communicate clearly and empathetically with tenants. 

· Skilled in active listening and conflict resolution. 

· Competence in first-contact complaint handling and de-escalation. 

· Knowledge of complaint procedures and Housing Ombudsman standards. 

· Ability to prioritize tenant needs while adhering to policy. 

· Proficiency in record-keeping and complaint management systems. 

· Strong problem-solving skills to deliver fair, timely outcomes.
	· Experience in tenant engagement and service improvement initiatives.

· Ability to translate policies into plain language for tenants.



	OTHER REQUIREMENTS
	· Demonstrate integrity, honesty, and openness in all interactions.

· Put the customer at the heart of every decision.

· Take ownership and accountability for resolving issues.

· Be curious and proactive in seeking improvements and learning.
	· 

	OTHER ESSENTIAL REQUIREMENTS TO CARRY OUT POST:  

This role may require occasional travel to meet customers or attend meetings.




	KEY COMPETENCY AREAS

	Our Competency Framework has been developed and reviewed over several years in order to achieve a set of professional and key behaviours that our team display every day within our roles. 

It applies to every member of staff, regardless of their role or service that they work for. It considers best practice but also the level at which our team members work in different areas of their job. So although the competency itself will apply to all levels, how it is evidenced within the individual job role may vary.

The competencies will be used for:

Recruitment and Selection – interview questions will be based on these key behaviours to ensure we are bringing the right people into the organisation.

Performance management including appraisals – to keep checking that we are all displaying the right behaviours that will ensure the success of the council’s aspirations

Training and development – to help our teams and individuals focus on developing key behaviours and characteristics
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AMBITIOUS

| under our three values which are integral to the way we do things around here:

GREMMIVE

TRUSTWORTHY

Positive

Innovative

Professional Behaviour

Continuous Improvement

Open to Change

Accountable

Commercial and
Enterprising

Decision Making and Problem Solving

Communication






