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JOB PROFILE  AND PERSON REQUIREMENTS 

	JOB TITLE: Customer Feedback Officer – Investment Services

	GRADE: 
6
	Evaluation Date: 
30 March 2026
	Evaluation Result: 502
	NC5093



ROLE AND PURPOSE
The Neighbourhoods and Housing Customer Feedback Team have the primary responsibility for eliciting and coordinating complaints, comments, concerns and compliments from service users of the Neighbourhoods and Housing Service.  The primary focus of the Customer Feedback Officer would be Investment Services related customer feedback. 
You will support the Neighbourhoods and Housing External Relations Manager to ensure that:
· all service users across the city are encouraged and supported to comment on the quality of the services which they receive through the customer relationship, complaints and compliments management process.
· the Neighbourhoods and Housing Service responds to feedback from customers appropriately, ensuring customers receive a prompt and pertinent response and that the service is able to utilise feedback in its service improvement activity. 
· there is relevant consideration around the compliance with policy and the appropriateness of actions of the department and its staff when a complaint progresses beyond the initial stage. 
· where services responses to customers feedback/ complaints appear to be inadequate or inappropriate, you will liaise with service officers, challenging where appropriate to ensure responses are accurate, fair and reasonable and an appropriate resolution is offered.
· the senior management of the Neighbourhoods and Housing service are appropriately appraised of critical service failures and trends in complaints activity, advising on potential appropriate remedies where appropriate . 
You will contribute, as required, towards the delivery of tenant influenced, outcomes-orientated services which promote service users health, safety and satisfaction in accordance with national housing regulation and the aspirations of the City and the Council.  
You will contribute through the use of complaints, comments, concerns and compliments and other sources of feedback to the ongoing regeneration and development of the city and its services, with a view to Hull becoming an excellent authority.
You will work with service providers providing an independent viewpoint and helping to identify opportunities for service improvement.
Effective monitoring and performance management of complaints and feedback issues is in place and corporate performance targets are met.
PRINCIPAL ACCOUNTABILITIES: 
1. To promote and safeguard the welfare of children, young people and/or vulnerable adults 
2. Statutory Obligations – works closely with the Neighbourhoods and Housing External Relations Manager making timely responses to Local Government Ombudsman and Housing Ombudsman as required.
3. To exercise initiative, and effective time management skills, in organising and planning own work load within well-defined guidelines. To effectively make decisions on how to progress and resolve cases, including complaints and other customer feedback, working closely with the service area‘s External Relations Manager. This would include the provision of office cover during their absence of the service area’s External Relations Manager. The post holder will take ownership of the service area’s customer feedback caseload and be proactive in ensuring cases are addressed, by following procedures closely, and are resolved within appropriate deadlines.
4. The post holder will contribute to reports indicating to the wider service and senior management key information regarding to customer feedback matters, identifying trends in complaints and service failures and proposing appropriate remedies to ensure an improved service and increased customer satisfaction. They will assist with the research and preparation of complex submissions for this and other forums.
5. The post holder will be required to work with individuals who are challenging and may have disengaged with the service area. They will also be required to support the service area’s External Relations Manager in the identification and administration of mediation or alternative procedures that may allow the resolution of difficult situations, including cases where relationships and standard communication channels have broken down. 
6. The post holder will maintain an awareness of other support or counselling services that may be available to help support service users who have complex needs. This may involve liaison with other agencies to meet any concerns about an individual’s health or wellbeing.  This is on the basis that complainants and their representatives may be upset, angry or unreasonably persistent in their challenging behaviour.
7. To maintain a comprehensive knowledge base of relevant working practices, policies, legislation and procedures. To research feedback case studies in relation Neighbourhoods and Housing services in order to identify information that adds value to current processes, making recommendations that can improve customer outcomes within a fast-moving environment.
8. To assist with the induction, training and mentoring of service area staff responsible for responding to customer feedback and complaints processes and following systems. To provide advice, including the design and presentation of guidance and information sessions, to non-specialist staff groups, service users and partner agencies, in line with legislation, procedures, IT and best practice.  
9. To record and monitor all relevant data (in compliance with the Data Protection Act 2018), including communicating effectively with colleagues to provide reliable, valid and timely information.  This involves interpreting customer and service area-related information to ensure accuracy, taking corrective action on errors, making referrals to other processes as appropriate and identifying issues requiring escalation to the Neighbourhoods and Housing Customer Feedback Manager.   
10. The post holder will possess excellent IT skills to understand and help shape technological solutions, working with the service area’s External Relations  Manager on projects to develop and improve the existing customer feedback management arrangements within Neighbourhoods and Housing. This will include process mapping and re-engineering to deliver efficient and cost effective neighbourhoods & housing services which are fit for purpose.  
11. The Health and Safety at Work etc. Act 1974 and associated legislation places responsibilities for health and safety on Hull City Council, as your employer and you as an employee of the council. In addition to the Councils overall duties, the post holder has personal responsibility for their own health, safety and wellbeing and that of other employees; additional and more specific responsibilities are identified in the Council’s Corporate H&S policy.
The above principal accountabilities are not exhaustive and may vary without changing the character of the job or level of responsibility. 


Additional information:

Political Restriction - This post is politically restricted under the provision of the local government and housing act 1989 on the basis of the following category: 
Select the one option that is relevant:
THIS POST IS NOT POLITICALLY RESTRICTED

GENERAL
The postholder must be flexible to ensure the operational needs of the Council are met.  This includes the undertaking of duties and responsibilities of a similar nature commensurate with the grade and requirements of the post, as and when required, throughout the various workplaces in the Council. 



ESSENTIAL CRITERIA
The application form will be assessed against the job role essential requirements to progress to the shortlisting process. 

Qualifications:
· NVQ Level 3 or equivalent qualification, or work experience in a related work area which includes accountability for decision making

Knowledge:
· A good awareness of general needs housing issues and matters relating to vulnerable groups including national and government policies.
· Knowledge of and commitment to the Council’s Customer Feedback procedures and understanding of the issues that affect complainants and staff dealing with complaints and customer feedback 
· Sound knowledge of IT systems, from a user and reporting viewpoint, to support the administration, service delivery and improvement of customer feedback handling, including the use of the CRM, A to Z, website forms, intranet, and content management systems; plus the standard Microsoft packages used in the Council.
· Good knowledge of equality and diversity issues related to both housing and to internal matters including employee relationships. 
· Knowledge of Data Protection Act 2018 in order to ensure that appropriate confidentiality is maintained regarding customer information

Experience:
· Comprehensive practical experience of customer-focused, case-ownership work handled within a busy context, including demonstration of a high level of output and quality
· Evidence commitment to providing enhanced customer care, including dealing effectively with vulnerable and  challenging customers 
· Evidence of dealing with work which is dependent on attention to detail, including decision making based on understanding and implementation of complex procedures and/legislation   
· Experience of successfully supporting activity and performance targets
· Experience of researching and investigating information and writing detailed information.

Skills:
· Ability to work well in a very busy environment and organise and prioritise own caseload, including in relation to other colleagues, to meet predetermined targets and deadlines. 
· Sound numerical and IT literacy to produce meaningful data and statistics in appropriate report formats which are fit for purpose 
· Ability to establish effective working relationships with staff, customers and stakeholders using negotiation and influencing skills 
· Motivation to work with a strong customer focus and problem solving approach to research the underlying facts and resolve case issues  
· Demonstrate openness to change, and the possibility that change may be needed across a range of situations and scenarios, together with the drive to support that change

Interpersonal/Communication Skills:
· Clear communication and professional interpersonal skills, able to communicate clearly on the telephone with sensitivity and assertiveness in situations which require emotional intelligence
· Ability to produce and edit a wide range of written material including emails, guidance memoranda, intranet / internet content, customer letters, training, reports and audit material appropriately and in plain English 
· Ability to collate and present chronological information and to record and present it accurately in writing

DESIRABLE CRITERIA
Where there is a high number of applications that meet the essential requirements, the desirable requirements maybe used as part of the shortlisting process.


Qualifications:
· n/a

Knowledge:
· A comprehensive knowledge of services delivered by the service area in order to resolve customer feedback ownership issues

Experience:
· Demonstrate professional development that includes maintaining and developing business/IT systems and processes, including a demonstrable understanding of user needs and digital context

Skills:
· n/a

Interpersonal/Communication Skills:
· Able to deliver and present guidance, reports and training tailored to the needs of an audience, including answering face-to-face questions 
· Good persuasion and influencing skills to support collaborative working relationships with a wide range of internal and external stakeholders.
· Support in the production of comprehensive reports that communicate complex issues in direct and suitable form for the target audience including Senior Managers and Councillors.
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