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Job Description


[bookmark: _Hlk217023459]JOB TITLE:	Complaints and Feedback Apprentice	
                          
	
RESPONSIBLE TO:	Customer Feedback and Information Officer 
	
PURPOSE

Reporting to the Customer Feedback and Information Officer, and working with the wider team, to support teams across the organisation to achieve ongoing cultural change by helping to embed TCH’s values and our respectful, empathetic and inclusive culture.

To support the complaints handling process in meeting regulatory requirements, supporting teams to achieve high levels of customer satisfaction with all service areas. 

To provide assurance that complaints handling, and other information and communication is compliant with all relevant legislation and regulation and with TCH policy and procedure and reflective of our values.  

To support the organisation to work with residents and other customers, gathering and using customer feedback and understanding customer priorities to continuously improve services.

 this apprenticeship will provide you with a structured learning path to gain practical experience in complaint handling including investigation and written responses while building essential skills in organisation and communication. Under the guidance of team members, you will assist with day-to-day administrative tasks, including phone and email contact with complainants, whilst providing excellent customer service, contributing to the overall productivity of the Complaints and Feedback Team and wider Customer Experience Team.

KEY ACTIVITIES 

· Support the Customer Feedback and Information Officer in providing practical support to staff through advice, correspondence checks and complaints process monitoring to ensure that complaint responses and recording meet the high standards outlined in our policy and procedure.

· Support the Customer Feedback and Information Officer in providing complaints reporting to TCH Leadership.

· Help the Complaints and Feedback team to ensure an empathetic, resolution focused culture towards complaints and other resident feedback and keeping the resident in mind throughout.

· Support the Customer Feedback and Information officer to ensure that correspondence addresses all issues raised in the complaint, is empathetic, jargon free, avoids unnecessary technical language and is resolution focussed.

· Throughout the apprenticeship develop skills to help ensure that the outcome of the complaint is fair and reasonable based on the information provided in the response and provide feedback challenging this if not. 

· Understand the expectations of the Regulator of Social Housing and the Housing Ombudsman Service in relation to our complaints service and other forms of customer feedback ensuring that the resident voice is heard and used to inform ongoing service delivery. Support organisational compliance against these expectations/ regulations. 

· Support the Customer Feedback and Information Officer to help to identify training needs for staff involved in complaints handling and delivery tailored training/coaching as needed.

· Assist teams across the organisation to analyse information and identify key trends and root causes of service failures using resident feedback – including from satisfaction surveys and complaints.

· Work respectfully and empathetically with a diverse range of customers, some of whom face challenging life situations and barriers to communication, to understand residents’ views and priorities. Use the range of customer feedback to develop improved services. 

· Provide support with the collation of information in preparation for audits of our service areas. Assist with quality checking of the implementation of audit recommendations across the business as required.

· Support the Complaints Coordinators roles to ensure appropriate cover is in place as needed.



GENERAL

· To adhere to the equality, diversity and inclusion policy and actively promote equality of opportunity wherever possible.
· Recognise, respect, and promote the different roles and diversity of individuals.
· To actively contribute towards the key performance indicators and professional standards. 
· Work in accordance with the General Data Protection Regulations (GDPR) and Data Protection Law and be responsible for the integrity of personal information you process. This may include identifying anomalies in data and investigating and correcting them where appropriate. Ensure you attend training on data protection regularly.
· To be responsible for your own health and safety and that of your colleagues, in accordance with the Health and Safety at Work Act (1974) and relevant EC directives.
· To actively participate in training, attend other meetings, and staff events as required.
· Be an effective member of your team, presenting a positive impression of your section and the Group.
· Take responsibility for recognising and recording customer complaints, however made, and ensure that any complaints allocated to you are responded to within policy requirements.
· Maintain professional curiosity in all interactions with residents, be aware of and report and record any potential safeguarding issues promptly and appropriately.
· Maintain awareness of budget requirements and value for money while delivering your role.
· Consider and highlight any risk to the organisation or individuals whilst delivering your role.
· Consider resident feedback (the resident voice) in all service delivery, using data and insight and actively engaging with residents to understand their needs, views and priorities and tailor services accordingly.


APPRENTICESHIP

This is a Level 3 Business Administrator Apprenticeship over 15 months, with at least 20% of your time dedicated to training. During this time, you will attend workshops, receive one-on- one mentoring, and apply your learning to real-world tasks. Upon completing the apprenticeship, you’ll have a final assessment to demonstrate your skills and readiness for a career in business administration. As part of your 15 month apprenticeship, you will:

· Dedicate at least 20% of your working hours to training or studying by attend training sessions, workshops, and meetings to gain essential knowledge in the field.
· Participate in off and on-the-job training to apply your learning in real-world scenarios, enhancing your practical skills and understanding of business administration.
· Complete assignments, assessments, and coursework to fulfil the programmes requirements.
· Engage in 1:1 sessions and performance reviews, providing valuable insights for personal growth and skill development.
· Receive mentoring and support from experienced professionals, offering guidance to help you succeed.
· Have opportunities for career development within the company, exploring potential growth and advancement.
· Complete a final end point assessment to demonstrate your knowledge, skills, and competence at the end of your apprenticeship.
· If you have not yet achieved a Level 2 in Functional Skills in maths and English (or equivalent, such as GCSEs at grades A-C/9-4), you will also be required to complete these qualifications during your apprenticeship.
· 


ABOUT YOU
	
You will be:
· Committed to delivering excellent results and customer service with a positive, flexible approach.
· Organised, with ability to work independently and as part of a team.
· You will have a resolution focused approach and genuine passion for delivering excellent service.
· Willing to learn task prioritisation in a busy and varied environment and be able to adapt to the changing needs of the business.
· Passionate about learning and achieving great results for all customers.
· Eager to develop skills in understanding and presenting data and producing reports.
· Enthusiastic about Apprenticeships and dedicated to ongoing professional growth.
	
You will have:
· Level 2 qualifications (equivalent to 5 GCSEs)
· Good communication skills and proficiency in MS Office and Outlook with a desire to grow and improve these skills.
· High attention to detail with a resolution focused approach.
· Awareness of the importance of confidentiality when dealing with personal and business information with a willingness to learn and follow GDPR requirements.
· Awareness of equal opportunities and support for Town and Country Housing Equal Opportunities Policy
· As an apprentice you will receive training to help you gain the knowledge, skills and behaviours needed to be competent in your role.
· You will need to keep a detailed calendar, record dates, times, locations and details of every training session.
· Six hours a week you will undergo on the job learning, which will be in all areas of the Complaints and Feedback Team
· You will have a 1-2-1 once a month with your external skills trainer.
· You will undergo a progress review every 10-12 weeks
· The apprenticeship will last 15 months, at the end of which you be a qualified Business Administrator Apprentice.

This job description is a guide to the nature of the work required. It is not comprehensive, and it is expected that other duties will be undertaken as this role develops and as may be reasonably expected.








	
Area
	Person Specification

	Essential or Desirable 

	Education and Qualifications
	· Educated to GCSE level (or equivalent) including Maths and English or working towards achieving these in the course of your apprenticeship. 
· A relevant CIH qualification or willingness to work towards if required 
	Essential 


Desirable

	Behaviour and Skills 
	· Commitment to provide excellent customer service. 
	Essential



	
	· The ability to demonstrate a positive and empathetic approach when delivering difficult messages.

	Essential


	
	· Good organisational and time management skills.
	Essential


	
	· Excellent written and oral communication skills  
	Essential


	
	· Ability to build good working relationships, to achieve positive outcomes for our customers and the organisation. 
	Essential


	
	· Ability to work unsupervised, plan and prioritise workload to meet deadlines and agreed targets.
	Desirable 

	
	· The ability to adapt to changing workload demands and new organisational challenges.
	Desirable

	
	· Ability and confidence to learn new systems and guide colleagues in using those systems.

	Essential

	Knowledge and Experience
	 
	

	
	· Demonstrable desire to improve knowledge and experience in relation to social housing, dispute resolution and customer service.
	Essential




	
	
	

	
	
	

	
	· Demonstrable experience of using Microsoft office.
	Essential
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