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Customer Complaints Assistant

	Team - Customer Experience

	Team responsibility - N/a

	Manager – Customer Engagement & Insight Manager  
	Budget responsibility - N/a

	Directorate – People, Digital & Communications 
	Job grade - 3

	Location – Northallerton  
	

	Stakeholders – Customers and Colleagues, Housing Ombudsmen.



Role Purpose: 
	The Customer Complaints Assistant will provide administrative support to the Complaints team, helping to make sure complaints and claims for compensation are recorded, tracked and progressed in line with Broadacres’ complaints process.

The role will support colleagues by maintaining accurate case records, coordinating information, preparing correspondence, monitoring deadlines and following up on agreed actions. It will coordinate the gathering of evidence and information to support Housing Ombudsman investigations. Provide helpful and professional contact with customers, ensuring they are kept informed and directed to the right person where needed.

The role will support the collation of complaints data and feedback, helping the team identify themes, trends and learning that can be used to improve customer experience and services.



Organisational Structure
	




Main responsibilities 
	Providing Complaints Administration Support

	· Provide effective administrative support for complaints, Housing Ombudsman Investigations and claims for compensation that go through Broadacres’ complaints process.
· Act as a helpful point of contact for customers, recording enquiries accurately and making sure they are directed to the right colleague when needed.
· Support clear and timely communication with customers using their preferred method of contact, including sending acknowledgements, updates and information requested by colleagues.
· Maintain accurate complaint records, ensuring all contact, documents, actions and milestones are recorded on the case management system.
· Support colleagues by gathering information, requesting updates and helping to keep complaints moving within agreed timescales.
· Help prepare clear written communications, including template letters and draft responses, using plain English and following agreed processes.
· Follow up on agreed actions from complaints, checking progress with colleagues and updating records so that actions are not missed.
· Handle customer contact professionally and empathetically, escalating difficult, complex or sensitive issues to the appropriate colleague or manager.
· Provide administrative support for the complaints process in Salesforce, helping to maintain data quality and highlighting any system issues or improvement ideas to colleagues.

What does success look like?

Complaint records are accurate, up to date and easy for colleagues to use. Customers receive timely, helpful communication and are directed to the right support. The team is supported to manage complaints efficiently, with deadlines, actions and records well organised.


	Regulatory and Process Support

	· Support the team to follow the Housing Ombudsman Complaint Handling Code and Broadacres’ Complaints Policy by monitoring key dates and process milestones.
· Maintain trackers, records and case notes to help ensure complaints are acknowledged and responded to within agreed timescales.
· Promptly flag any overdue actions, missing information or risks to timescales to the appropriate colleague or manager.
· Support the team to keep complaint templates, standard information and process documents up to date.

What does success look like?

The team has accurate administrative information to support compliance with complaint handling requirements. Deadlines are visible, risks are flagged early and complaint records show clear progress through the process.


	Monitoring, Reporting and Insight Support

	· Collate complaints information, customer feedback and outcome data to support monitoring, reporting and learning.
· Prepare routine data, summaries and updates for the Customer Engagement and Insights Manager and wider team.
· Help identify recurring issues, themes and trends from complaints by keeping records accurate and well categorised.
· Record customer profile information, vulnerability information and reasonable adjustments shared during complaints, ensuring this is handled appropriately and used to support insight work.
· Support the sharing of lessons learned, positive customer feedback and examples of good practice through administrative coordination and preparation of information.
· Work with colleagues across Customer Engagement and Communications to support consistent customer information and joined-up administrative processes.

What does success look like?
Complaint data is accurate, well organised and available to support reporting and learning. The team can use the information provided to identify themes, improve processes and better understand customers who raise complaints.


	General

	· Comply with Broadacres policies, procedures and code of conduct.
· Ensure all work undertaken and services provided comply with data protection legislation.
· Comply at all times with organisational policies and relevant legislation, including Data Protection, Equality and Diversity, Health and Safety and Financial regulations.
· Carry out any other duties consistent with the level of responsibility of the post as may be required from time to time.
· Embrace Broadacres’ sustainability ambitions and support the organisation to be environmentally responsible.
· Promote and demonstrate commitment to equality, inclusion and diversity, ensuring Broadacres develops and promotes positive practices in all customer activities.
· Embrace and promote the corporate plan, mission, vision, values and conduct of the association.

What does success look like?

An organised and reliable colleague who supports the team, follows processes accurately and helps colleagues deliver a positive customer experience.
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Customer Complaints Assistant
Person Specification
	Job Requirements
	Essential 
	Desirable 
	Method of Identifying Criteria

	Experience
	· Demonstrable experience of Complaints administration or regulated administrative field

	· Experience of working in complaints, housing, customer experience or a regulated service environment.
· Experience of using Salesforce or another case management system.
	Application form

Interview

	Skills
	· Ability to manage multiple tasks in a fast-paced environment. 

· Good interpersonal skills with the ability to establish and maintain positive relationships, and to persuade others to take relevant action. 

· Effectively communicate ideas, gain support from colleagues, and contribute to team success

· Ability to notice and address small, critical elements that are essential to achieving overall quality and accuracy in work

· Excellent writing and verbal communication skills

· Ability to handle confidential information with discretion.

· Great creative thinker.

· Effectively communicate ideas, gain support from colleagues, and contribute to team success
· 
	
	Application form

Interview

	Knowledge
	· Proficiency in Microsoft Office and familiarity with HR systems.
· Awareness of the importance of confidentiality, data protection and accurate record keeping.
	
	Application form

Interview

	Special Requirements
	· Able to work flexibly to support the needs of the team and customers.
· Able to remain calm, professional and organised when dealing with sensitive or challenging customer contact.
	
	Application form

Interview

	Qualifications
	· Good standard of education, including English and Maths, or equivalent relevant experience.
	· Customer service, business administration or housing-related qualification.
	Application form
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Customer Engagement & Insight Manager


Customer Complaints Officers


Customer Complaints Assistant


Community Engagement Officer
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