Job description









	Job title: Complaints and Mediation Officer
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	Department: Children and Families 
Service: Quality & Efficiency
Section: Representations & Complaints
Grade: G
Post reference number:

	

	1 Job purpose
To implement the policies and procedures for managing statutory social care complaints and implement the statutory representation and complaints service across social care services across Adult Support and Health and Children’s Services.

	

	2 Principal duties and responsibilities

	
1. To be responsible for the implementation of the statutory social care complaints policies and procedures across Adult Support and Health & Children's Services. 
2. To undertake a risk assessment on complaints and make the decision on how they are to be dealt with to get the best outcomes for customers and Nottingham City Council, as directed by the Complaints Manager. 
3. To investigate complaints under two social care complaints procedures including interviewing staff and customers and providing evidence based written reports within statutory timescales with findings and recommendations for remedy for the customer and service improvements for Adult Support and Health and Children's Services. 
4. To present reports at complaints meetings and independent review panels.
5. To facilitate mediation meetings and chair complaints meetings and produce mediation agreements and action plans.
6. To allocate work to independent investigators commissioned to undertake work for the team. 
7. To represent the authority at a regional level.
8. To promote excellent customer care across Adult Support and Health and Children’s Services to enhance the reputation of Nottingham City Council.
9. To assist the Complaints Manager to support and develop independent investigators and manage the quality assurance of their investigations.
10. To assist the Complaints Manager with the training and engagement of staff and managers of Adult Support and Health and Children’s Services. 
11. To assist the Complaints Manager to liaise, influence and negotiate with staff at all levels across Adult Support and Health & Children's Services and other stakeholders on statutory social care complaints and their outcomes.
12. To assist the Complaints Manager to liaise, influence and negotiate with the Local Government Ombudsman, MPs and councillors on statutory social care complaints and their outcomes.




	

	3 All staff are expected to maintain high standards of customer care in the context of the City council’s Core Values, to uphold the Equality and Diversity Policy and health and safety standards and to participate in training activities necessary to their post.

	

	4 This is not a complete statement of all duties and responsibilities of this post.  The post holder may be required to carry out any other duties as directed by a supervising officer, the responsibility level of any other duties should not exceed those outlined above.

	

	5 Numbers and grades of any staff supervised by the post holder:

	none

	

	6 Post holder’s immediate supervisor: Complaints Manager

	

	Prepared by/author: Patrick Skeete 		Date: 31st January 2012

	Job title: Complaints Manager





	
Note: This section should only be included in job descriptions issued to employees and should not be sent to all job applicants.


I understand and accept the job duties and responsibilities contained in this job description.



Signature:								Date:



Person specification





	Job title: Complaints and Mediation Officer
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	Department: Adult Support and Health 
Service: Resources, Risk and Programmes
Section: Business Services
Grade: P01
Post reference number: 

	Areas of 
responsibility
	Requirements
	Measurement

	
	
	P
	A
	T
	I
	D

	Knowledge and technical understanding
	Good understanding of social care service delivery and the legislative and statutory context 

Able to seek appropriate advice and interpret this within the context of statutory social care complaints 

High level of analytical skills to graduate level

Ability to research and make sense of complex information and use evidence based practice to inform decision making 

Ability to understand complex information and produce clear reports that will be understood by a mixed audience

Good understanding of mediation techniques within the social care complaints processes
	
	
















	
	

















	

	Experience
	Experience of working in large customer facing organisations that deliver a variety of services to customers

Ability to deliver programme products to time and quality in a fast moving environment 

Experience of delivering complex investigations on time, to quality 


Experience of effectively managing a diverse workload and dealing with disruptions on a day to day basis and the demonstration of excellent organisational skills, the ability to cope with pressure and meet multiple deadlines
	
	














	
	











	

	Leadership and Management 
	Strong negotiation and influencing skills that can achieve results

Manages the process of innovative change
	
	



	



	




	

	Communication and customer care 


	Must be able to communicate clearly, both orally and in writing

Able to design and deliver informative and well organised presentations to a wide variety of audiences 

Understands how to communicate difficult and sensitive information tactfully 

Able to develop and sustain excellent client relationships that foster and enhance client ties

Continually seeking opportunities to increase customer satisfaction and deepen client relationships

Manages client relationships effectively 
	
	















	


















	








	

	Work to promote mutual respect and good relations
	An understanding of and commitment to the implementation of the Council’s Equality and Diversity Policy
	
	

	
	

	

	Work Related Circumstances


	Ability and willingness to work outside of normal office hours

Willingness to comply with the City Council’s non-smoking policy.
	
	




	
	
	

	P: Pre-application      A: Application      T: Test      I: Interview      D: Documentary evidence

	Prepared by/author: Patrick Skeete  		Date: 31st January 2012

	Job title: Complaints Manager 
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