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Council Herefordshire




	PERSON SPECIFICATION


	Job Information:

All information to be as shown on organisation chart.

	Job Title: 

Complaints Officer
Directorate: Corporate

	Post No:

Division: Governance and Law
	Grade: HC 6
Section: Complaints


	
	Essential
	Method of Assessment*

	Experience


	· Experience of applying relevant legislation related to the handling of information in a public sector service

· Demonstrable experience of working in a political environment

· Experience of managing relationships between members, officers and the public

· Experience of monitoring information and generating data for performance and management reports 

· Experience in using a customer relationship management system

· Experience of providing information to the public
· Experience of working to deadlines
· Experience of working with confidential information.
· Experience of partnership working 
· Understanding of relevant equality legislation 

 
	AF/I for all 

	Skills and Abilities


	· Good interpersonal skills with the ability to develop and sustain relationships with a variety of people both within and external to the organisation
· Must be able to self-organise and prioritise, co-ordinate and schedule case loads

· The ability to work professionally without supervision or support

· The ability to solve problems, exercise sound judgement and make decisions

· Excellent communication skills

· The ability to respond positively to changes in the working environment and to deal effectively with work pressures when they arise

· Excellent analytical skills as evidenced by the ability to solve problems logically, and make appropriate decisions
· The commitment to the delivery of effective and good quality services

· Ability to empathise at an emotional level the day-to-day experiences of minority groups
· The ability to deal sensitively and appropriately with members of the public, members of diversity groups, council employees and elected members.
	

	Qualifications and Training

	· Good educational background preferably to A level standard 
· Complaints and mediation training preferable

· Competent PC user / ECDL  
· Should be able to demonstrate recent and continuing professional and personal self-development
	

	Other Factors


	· Willingness to work out of normal hours on occasion to meet the demands of the service 

· To be able to travel to various locations in the county

· Commitment to fairness and equality and sensitivity to the needs of the customer / a customer service focus.


	

	Date Person Specification reviewed:
	20th September 2024

	Line Manager Name: Tilly Page 

	Line Manager Signature:

Date: 20/09/2024



*Method of Assessment: AF = Application Form;    I = Interview;

S = Selection Method;  P= Presentation

