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	ASHFORD BOROUGH COUNCIL


JOB DESCRIPTION


	JOB TITLE:
	Housing Complaints & Resolutions Manager

	GRADE:
	MG7

	POST NUMBER:
	7172A

	RESPONSIBLE TO

	Housing Performance & Improvement Manager

	JOB SUMMARY:

	The Housing Complaints & Resolution Manager provides leadership for the department’s complaints and resolution function. This pivotal role is responsible for working with the Performance & Improvement Manager to set the strategic direction for complaints management, leading a high-performing team of complaint resolution officers, and championing a culture of continuous improvement and service excellence. The postholder will play a critical role in shaping departmental policy, driving transformational change, and ensuring that the organisation not only meets but exceeds the standards set by the Housing Ombudsman Complaint Handling Code and the Local Government & Social Care Ombudsman aswell as sector best practice. Through robust leadership and a relentless focus on learning and improvement, the manager will ensure that the complaints function is a catalyst for positive change across the entire housing service.

	ROLE REQUIREMENTS:
	

	1.
	Aide and implement the departments complaints policy, ensuring alignment with regulatory requirements and organizational values. Ensuring compliance with Housing Ombudsman and Local Government & Social Care Ombudsman regulations, including accurate annual statistical returns.

	2.
	Act as the senior authority on all complex, high-risk, and escalated complaints, including those at Stage 2 and those referred to the Housing Ombudsman and Local Government & Social Care Ombudsman.

	3.
	Oversee the allocation and management of complaints across the team, ensuring capacity and quality standards are maintained.

	4.
	Lead, inspire, and develop a team of complaint resolution officers, fostering a high-performance culture and ensuring the team is equipped to deliver outstanding results.

	5.
	Working with the Housing Performance & Improvement Manager champion a culture of continuous improvement, using complaints data and root cause analysis to identify systemic issues and drive transformational change across the department.

	6.
	Lead cross-departmental initiatives to address recurring challenges, enhance service delivery, and embed best practice in all aspects of complaints handling.

	7.
	Oversee the development and implementation of policies, procedures, and training programs that raise standards within the Housing department.

	8.
	Ensure the highest standards of compliance with the Housing Ombudsman Complaint Handling Code, data protection, and all relevant legislation.

	9.
	Oversee robust quality assurance processes, ensuring all complaints are resolved efficiently, fairly, and in a manner that enhances customer trust and organizational reputation.

	10.
	Maintain a high level of data management and data input into reporting systems. Work with the Housing Performance & Improvement Manager to build clear reports on complaints performance and improvement initiatives. Producing and presenting accurate complaint performance reports to management, Cabinet, and senior stakeholders

	11.
	Build and maintain influential relationships with internal and external stakeholders, including senior leaders, regulatory bodies, and sector partners

	12.
	Work collaboratively with the tenant engagement team to ensure residents are informed of improvements made because of complaints and feedback. Lead and facilitate a tenant update via Housing Voice, providing a platform for open dialogue, feedback, and shared learning between residents and the organization ensuring robust resident oversight of complaints handling and service improvement initiatives, and that resident voices directly influence decision-making and policy development

	13.
	Oversee the financial management of complaint-related compensation, ensuring funds are allocated fairly and appropriately in line with regulatory guidelines. Maintains clear audit trails and provides comprehensive reporting into Housing Revenue Account (HRA) budgeting meetings to demonstrate responsible use of resources



	14.
	Identify patterns and emerging trends in complaint data, translating insights into actionable service improvement plans working alongside the Housing Performance & Improvement Manager. Collaborating with teams to implement changes that enhance customer experience and reduce repeat issues.

	15.
	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.

	16.
	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.

	17.
	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.

	18.
	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.

	19.
	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.

	20.
	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. 

	22.
	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 Manager

	POST NUMBER:
	7172A


	
	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
	· CIH or Customer Service Qualification

	EXPERIENCE
	· Significant experience in complaints management, ideally within the social housing sector. 

· Proven ability to lead and develop a team, with experience of line management and quality assurance. 

· Excellent verbal, written, and numerical skills, with the ability to present complex information clearly to a range of audiences. 

· Strong analytical skills, with experience in identifying trends and driving service improvements. 

· Ability to influence and negotiate with senior stakeholders and customers. 

· High level of discretion and professionalism when handling sensitive information. 

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

· Project management experience, particularly in process improvement. 

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

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

· Efficient and accurate budget management

· 

	SKILLS & KNOWLEDGE
	· Strong understanding of Housing Ombudsman Complaint Handling Code and regulatory compliance requirements

· Ability to communicate empathetically and clearly with tenants, explaining decisions and next steps in plain language.

· Skilled in building trust and rapport with residents, especially during sensitive complaint resolution. 

· Competence in interpreting tenant feedback and complaint data to identify recurring issues and improve services. 

· Experience in advocating for tenant needs while balancing organizational policies and financial constraints.
	· Knowledge of tenant engagement strategies and co-design approaches for service improvement.

· Understanding of social housing challenges, including vulnerability, safeguarding, and equality considerations.

· Previous involvement in tenant panels or resident forums to shape service delivery.



	OTHER REQUIREMENTS
	· Commitment to delivering excellent customer service and continuous improvement. 

· Upholds the organization’s values, including equality, diversity, and inclusion. 

· Acts as a role model for professional standards and ethical conduct.

· Strong interpersonal skills and must enjoy working with other people on a personal level, building trust, maintaining confidentiality, whilst being approachable, tactful, and diplomatic whilst showing empathy.
	· Tenacious, improvement driven, challenges peers to enhance service quality.



	OTHER ESSENTIAL REQUIREMENTS TO CARRY OUT POST:  






	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






