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JOB PROFILE  AND PERSON REQUIREMENTS 
	JOB TITLE: Advanced Complaints Practitioner

	GRADE: 
9
	Evaluation Date: 
17 August 2026
	Evaluation Result: 342
	NC5101



ROLE & PURPOSE OF JOB
To support the effective delivery of the Children, Young People and Family Services complaints function, ensuring that children and young people, their families and carers across the city are encouraged and supported to comment on the quality of the services they receive.
To support Children, Young People and Family Services in responding to, considering and learning from complaints, representations, concerns and compliments in accordance with statutory requirements, council procedures and recognised good practice.
To provide specialist advice, guidance and support in relation to complex, sensitive and high-risk complaints across Children's Social Care, Early Help, Learning and Skills, SEND and Targeted Family Support services, promoting timely resolution and positive outcomes for children, young people and families.
Working under the direction of the Integrated Complaints Manager, the postholder supports the management of statutory and corporate complaints processes, contributes to quality assurance and performance monitoring activities, and promotes the effective use of learning from complaints to improve practice and service delivery.
The postholder provides professional support and guidance to Complaints Coordinators, supervises the Business Support function within the Complaints Team, and contributes to maintaining effective operational delivery of the complaints service. Through the analysis of complaints, feedback and service user experiences, the role supports continuous improvement across Children, Young People and Family Services and contributes to improving outcomes for children and young people.

PRINCIPAL ACCOUNTABILITIES
1. Customer Focus – Supports the delivery of statutory and corporate complaints processes across Children, Young People and Family Services, ensuring complaints are progressed in accordance with legislation, policy, procedure and service standards.
2. Complex Complaint Resolution – Coordinates and manages complex, sensitive and high-risk complaints, supporting robust investigations and helping to ensure fair, proportionate and timely outcomes for complainants.
3. Professional Advice and Guidance – Provides specialist advice and guidance to Complaints Coordinators, managers and practitioners on complaints handling, statutory requirements, complaint investigations and resolution approaches.
4. Quality Assurance – Undertakes quality assurance activity on complaint responses, investigation reports and outcomes to support consistency, compliance and good practice across the service.
5. Learning and Improvement – Analyses complaints, compliments, representations and feedback to identify trends, themes and learning opportunities, making recommendations to support service improvement and improved customer experience.
6. Performance Monitoring – Supports the Integrated Complaints Manager in monitoring complaints performance, maintaining accurate records and contributing to reports, audits and performance information relating to complaints activity.
7. Investigation Coordination – Coordinates activity associated with formal complaint investigations, including liaison with investigating officers, independent persons, advocates and operational managers to support effective progression of complaints.
8. Service Development – Contributes to the review and development of complaints procedures, guidance, systems and working practices, supporting compliance with legislative requirements and recognised best practice.
9. Partnership Working – Develops effective working relationships with children, young people, families, advocates, elected members, partner agencies and professionals to support the effective resolution of complaints and improve service user experience.
10. Staff Support and Supervision – Provides day-to-day support and professional guidance to Complaints Coordinators and supervises Business Support staff within the Complaints Service, assisting with workload management, service continuity and operational effectiveness.
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

1. Qualifications
· Degree level qualification or equivalent experience relevant to complaints handling, children's services, social care, education, customer relations or service improvement.
· Evidence of continuing professional development relevant to complaints handling, safeguarding, investigation practice, customer care or service improvement.
· Evidence of undertaking specialist training relevant to complaints management, investigation processes or safeguarding or willingness to undertake such training as required for the role.

2. Relevant Experience

· Significant experience of managing or coordinating complaints, representations or customer feedback within a public sector or regulated environment.
· Experience of handling complex, sensitive and high-risk complaints and supporting formal complaint investigations.
· Experience of providing advice and guidance to managers, professionals and colleagues on complaint handling and resolution.
· Experience of identifying trends, learning and improvement opportunities arising from complaints, compliments and feedback.
· Experience of analysing information from a range of sources and producing reports, recommendations and performance information.
· Experience of working effectively across multiple teams and services to resolve issues and improve outcomes.
· Experience of supporting quality assurance activity and promoting consistent standards of practice.
· Experience of supervising staff, allocating work and monitoring performance within an administrative or business support setting.

3. Skills 
· Ability to manage complex complaint cases involving sensitive, contentious and emotionally challenging issues.
· Ability to analyse complex information, identify themes and make sound recommendations for service improvement.
· Ability to organise and prioritise a demanding workload whilst meeting statutory and organisational timescales.
· Strong investigative and problem-solving skills.
· Ability to contribute to the development and improvement of systems, procedures and working practices.
· Ability to provide constructive challenge and professional advice to managers and practitioners.
· Ability to prepare clear, concise and comprehensive written reports, complaint responses and briefing documents.
· Ability to support and guide colleagues in the application of complaints procedures and good practice.
· Ability to deliver briefings, advice or awareness sessions relating to complaints handling and learning.
· Effective mediation, negotiation and conflict resolution skills.

4. Knowledge
· Good knowledge of statutory complaints procedures and relevant legislation relating to Children's Services.
· Good knowledge of safeguarding responsibilities and frameworks relating to children and young people.
· Knowledge of complaint investigation processes and principles of procedural fairness.
· Knowledge of quality assurance and continuous improvement methodologies.
· Understanding of how complaints, representations and feedback contribute to service improvement and better outcomes.
· Knowledge of performance monitoring and the use of data to identify trends and improvement opportunities.
· Understanding of relevant regulatory, inspection and governance frameworks affecting Children's Services.
· Knowledge of restorative approaches and effective engagement with children, young people and families.
· Understanding of partnership working within a local authority environment.

5. Interpersonal / Communication Skills
Verbal Skills
· Ability to establish and maintain effective professional relationships with children, young people, families, colleagues and partner agencies.
· Ability to communicate complex, sensitive and contentious issues confidently and professionally.
· Ability to influence and challenge constructively whilst maintaining positive working relationships.
· Ability to provide professional support, guidance and mentoring to colleagues.
· Ability to deal confidently and sensitively with distressed, upset or dissatisfied service users.

Written Skills
· Excellent written communication skills with the ability to prepare clear, accurate and well-reasoned reports, investigation summaries, correspondence and recommendations.
· Ability to communicate complex information clearly to a range of audiences.


DESIRABLE CRITERIA
1. Qualifications
· Professional qualification in Social Work, Law, Education, Customer Services or a related discipline.
· Formal training in complaint investigation, mediation, dispute resolution or restorative practice.

2. Relevant Experience
· Experience of supporting Stage 2 Children's Statutory Complaints investigations.
· Experience of liaising with Independent Investigators, Independent Persons or Ombudsman processes.
· Experience of preparing reports for senior managers, governance boards or elected members.
· Experience of supervising administrative or business support staff.

3. Skills
· Ability to facilitate learning events, workshops or briefing sessions.
· Experience of undertaking audits or quality assurance reviews.
· Advanced data analysis and presentation skills.

4. Knowledge
· Knowledge of Local Government and Social Care Ombudsman expectations and recommendations.
· Knowledge of national best practice in complaints handling and customer resolution.
· Understanding of service improvement methodologies and learning frameworks.

5. Interpersonal / Communication Skills
· Confidence in presenting information to managers and professional forums.
· Ability to engage effectively with children and young people to ensure their voices are heard and reflected in service improvement.
· Ability to support collaborative working across organisational boundaries.
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