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JOB PROFILE: 
Resolutions Manager
RESPONSIBLE TO:
Head of Risk & Assurance
PURPOSE:
Be responsible for effective and efficient management and investigation of complaints for the Group.

To work within the Company’s Policies ensuring that these are complied with throughout all activities within the scope of this role to ensure the highest standards of customer care.


Ensure that all activities undertaken are carried out to the highest standards of integrity and professionalism in accordance with the Company’s policies and procedures.
KEY ACHIEVEMENT AREAS:

Complaints
1. Log, investigate and reply to incoming complaints, liaising with other departments to ensure that the complaint is resolved swiftly and effectively (Stage 1 complaints).
2. Exercise tact, diplomacy and fairness in resolving complaints to act as the customers’ champion while maintaining staff confidence and following company policy.
3. Make decisions about the correct application of services to meet customer needs, overturning the decision of service management where required.

4. Provide written and verbal information to complaint panels to support their decision making (Stage 2 complaints).

5. Train involved residents in the complaints process to support their role on stage 2 complaints panels.

6. Train staff in the complaints process and the “Sort on the Spot (SOS)” process for low-level issues which sit outside of the complaints process.

7. Update the complaints policy and procedure in line with regulation, Ombudsman requirements and good practice.

8. Design and manage the complaints process within the Housing Management System, “Civica Cx” and commission reporting from the Business Intelligence Lead.
9. Analyse complaints performance, to include trends, lessons learnt and negative feedback from satisfaction surveys (both complaints satisfactions surveys and other transactional satisfaction surveys in use across the business).

10. Provide regular reporting on complaints and compensation to the Senior Management Team, Board, Involved Residents and for publication to all residents.

11. Respond to and liaise with the Housing Ombudsman Service (HOS) on complaint matters.
12. Support the annual review of complaints performance by the Resident Scrutiny Panel.
13. Develop a comprehensive lesson learned process for Teign and THB.

14. Work with the Head of Risk & Assurance to evaluate complaint data for links to IIP, Health and Safety, Corporate Plan and Risk processes.

15. Digitise the complaints process.

16.  Work with the Head of Risk & Assurance to facilitate a culture of our Residents voice being heard and prominent in the complaints and survey consultation processes. 
17. Work with the Head of Risk & Assurance to futureproof our complaints process surpassing requirements of our Regulator and Ombudsman.
Confidentiality
18. Have the highest respect for confidentiality in all work undertaken.
Health and Safety Responsibilities
1. Take responsibility for own Health & Safety and not to put others at risk. 

2. It is the responsibility of managers to ensure their team is working safely and to have appropriate risk assessments in place.

3. To follow all guidance, policies and procedures associated with health and safety and ensure any risk assessments for this role have been read and understood.

4. To comply with all health and safety legislation and regulations associated with the role. If in doubt, contact the Health and Safety Team for help and support.

	No job profile can cover every issue, which may arise within the post at various times, and the jobholder is expected to carry out other duties requested by line management.






Signed by Post Holder: …………………………………………………………………..





Print Name:…………….…………………………………………………………………..





Date: …………………………………………………………………………………………









