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BASIC DETAILS

	Job Title: 
Location: 
Responsible To: 
Contract: 
	Complaints Co-ordinator (Temporary)
Leeds 
Complaints Business Partner 
Temporary Fixed Term (contracted until 31/03/2029)



REPORTING STRUCTURE

See organisation chart for the Service Improvement Team

MAIN PURPOSE

	The Complaints Co-ordinator provides accurate and timely administrative support throughout the complaints process.  The postholder also safeguards complaints data quality, completes post-complaint transactional survey calls, and logs and monitors cases escalated to the Housing Ombudsman. Working closely with the Complaints Business Partner, the role supports Ombudsman enquiries, project work, minute taking, and administrative processes. The postholder contributes to a compliant, efficient and customer-focused complaints service.  







Specific Accountabilities and Performance Standards 

	 
	Key Accountabilities 
	Minimum Performance Standards 

	1 
	Support for Complaints Process 
	· Help staff identify what issues the customer wants addressing and what resolution may be, including contacting the customer where appropriate 
· Provide support, guidance and advice to staff to ensure that all complaints are logged correctly in the first instance 
· Monitor complaints to ensure that they are picked up and responded to in line with appropriate timescales by the person assigned to the complaint as case officer 
· Dealing with information access requests that are part of a complaint request/response ensuring that the requested information is provided in line with GDPR requirements 
· Log and monitor complaints escalated to the Housing Ombudsman on Origin 2 
· Acknowledge all complaints within the set timescale 
· Assist with administrative tasked linked to complaints, ie BACS requests, keeping records up to date 

	2
	Complaints Reporting and Analysis  
	· Ensure data accuracy of information logged on Origin 2 and taking actions to address this where needed. 
· Complete complaint transactional surveys phone calls after complaints have been closed 


	3
	Keeping up to date with statutory and regulatory requirements for complaints and good practice in complaints handling 
	· Keep up to date with any changes to regulatory and statutory requirements for complaints and support the Complaints Business Partner to make any necessary changes needed to address the changes 
· Keep up to date with good practice in complaints and make improvements to how the organisation handles complaints where appropriate 

	4
	Supports Complaints Business Partner 
 
	· Assist Complaints Business Partner with project work as required 
· Supports Complaints Business Partner by providing a minute taking service when required 
· Work with the Complaints Business Partner to prepare responses to Housing Ombudsman enquires 
· On behalf of the Complaints Business Partner work with the Application Support team to specify and implement any necessary changes to Origin 2, including completing user acceptance testing. 


	5 
	Corporate Role 
	· Align your work with Leeds Federated’s corporate strategy, objectives, values and overarching principles, understanding how your role contributes to delivering organisational priorities. 
· Provide and maintain excellent standards of customer care in line with the organisation’s Customer Service and Equity, Diversity and Inclusion policies 
· Work within the organisation’s Health and Safety policies and procedures, taking personal responsibility for your own wellbeing 
· Actively support the delivery of Value for Monday and Social value and consider the wider business impact in all aspects of your role.  
· Engage with learning and development, complete required training and take full responsibility for maintaining and updating activity within the performance management system 
· Positively contribute to Leeds Federated’s journey by supporting continuous improvement across the organisation 
· Actively work within the Risk Management Framework, ensuring you are aware of and support the operation of internal controls relevant to your area of responsibility 
· Communicate openly and build positive relationships to support effective working and better outcomes for communities 
· Seek out, listen to and use customer feedback to improve services across the organisation 
· Show financial awareness by using resources responsibly and making informed decisions 
· Take responsibility for working in line with organisational policies and procedures 
· Dealing with complaints in line with the Housing Ombudsman complaint handling code, taking a collaborative approach towards resolving complaints and taking responsibility for any shortfalls identified in an open and non-accusatory manner.  



	No job description can be entirely comprehensive and the job holder will be expected to carry out such other duties as may be required from time to time and are broadly consistent with the job description and status of the post within the organisation. 










Leeds Federated Housing Association
 
Person Specification

	 Complaints Co-ordinator 

	Attributes 
	Description 
	ESSENTIAL 
	DESIRABLE 

	Knowledge and Experience 
	Experience of working in a customer service environment 
	X
	 

	
	Experience of dealing with complaints, ideally in a social housing environment 
	 
	X

	
	Experience of carrying out administrative tasks to a high level of accuracy 
	X
	 

	
	Knowledge of regulatory and other requirements for social housing complaints 
	 
	      X

	
	Show a good standard of computer literacy, with the ability to use systems and digital tools effectively 
	X
	 

	
	Use data insights to support effective service delivery and continuous improvement.  
	X
	

	Skills and Behaviours 
	Consistently demonstrate the organisation’s values and behaviours as set out in the Colleague Circle 
	X 
	 

	
	Able to meet individual and job specific targets set by line manager 
	X 
	 

	
	Able to build and maintain positive working relationships with customers and colleagues 
	X 
	 

	
	Good time management skills with ability to plan ahead 
	X 
	 

	
	Able to recognise where changes are needed in processes and procedures to provide an efficient and effective service
	X 
	 

	
	Make informed decisions within policy frameworks and work independently while using sound judgement 
	X 
	 

	
	Ability to recognise where changes are need in administrative processes and procedures to provide and efficient and effective service.  
	           X
	

	
	Manage workload effectively, prioritising tasks to meet deadlines and deliver key outcomes 
	           X
	

	
	Apply the organisation’s competencies in day-to-day work.  
	X 
	 

	Qualifications and Requirements
 
	GCSE or equivalent level of education 
	X 
	 

	
	Able to travel and work flexibly across different locations as required 
	     X 
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