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Job Description


JOB TITLE:			Complaints Officer (TCH Repairs)

RESPONSIBLE TO:	Customer Complaints Manager   

PURPOSE:

An essential member of the Contracts and Compliance Team, acting as a point of contact for legacy complaints and assisting the Contracts and Compliance Team with general administration.  

Key Responsibilities:

· Be the first point of contact and escalation for queries or complaints for the team.

· Deal with complaints from stakeholders and ensure issues are resolved satisfactorily with clear written letters or reports to provide accurate audit trails of the complaints.

· To ensure customer contact is achieved within set timescales, including taking telephone calls and responding to e-mails/letters

· To deliver excellent customer service in all interactions with the customer 

· Deal with day to day repair enquiries received from the TCH help desk. Dealing with Contractors to ensure a timely resolution for any issues

· To assist with data for on-going audits

· General administrative support for the Contracts & Compliance Team 

· Provide administration back up for the Maintenance Surveyors and Repairs and Maintenance Manager. 

· To liaise with other departments, staff and outside agencies as appropriate

· To focus on continuous improvement using customer feedback and to assist with moving towards digital working  

· To process letters and provide standard written responses in line with the requirements of the Contracts & Compliance Team

General:

· To adhere to the equal opportunities policy and to actively promote equality of opportunity wherever possible.

· Recognise, respect and promote the different roles and diversity of the individuals within the business.

· To actively contribute towards 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 take responsibility for your own development and professionalism, ensuring that you keep up to date with new developments and continuously expand and build on your knowledge. 

· Attend and participate in training and other meetings and staff events as required.

· Be an effective member of your team, presenting a positive impression of your section and the business. 

· 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.

Person Specification
	
	Area
	Skills and Experience
	Essential or Desirable

	Education and Qualifications
	· Good standard of education, including GCSE English and Maths
	E

	Knowledge
	· Good knowledge of Microsoft products 
· Excellent knowledge of Excel
· Experience in dealing with Complaints
	E
E
D

	Experience
	· Good administrative experience
· Experience of processing letters and reports
· Experience of liaising with customers by letter and phone
· Experience of analysing data and producing reports to established formats
	E
D
E

D


	Key Skills and
Competencies
	· Planning and organising
· Excellent communication skills
· Analysis of data 
· Ability to work collaboratively 
	E
E
D
E
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