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	[bookmark: _heading=h.gjdgxs]Role Description and Employee Specification

We deliver great services to local communities on behalf of their local council.  We are owned by the Councils and not shareholders, so we know our priorities and have strong values. At Publica we put people and our communities at the centre of everything.




	



	
Job title:
	
Housing Solutions - Reviews and Customer Feedback Coordinator
	
	
Location:
	
Cirencester	

	Department:
	Corporate Services
	Service:
	Housing


	Reports to:
	Head Of Housing Solutions
	Working Hours:
	37


	
Job group:
	
Specialist - Level 1
	
Peer group no:
	
PG-C30

	
Business World Post number:
	
New Post
	
Direct Reports (if applicable):

	
None



	
FTE Salary pro rata:

	
£30,919 - £32,919
	
Contract type:


	
Choose an item.





	

Main purpose of this specific role: 
	
To coordinate and deliver an effective and resident-focused service for all Housing related Freedom of Information (FOI) requests, complaints and reviews/appeals, ensuring statutory timescales are met and learning is embedded across housing services.





	
Main requirements of this specific role: 
	
Responsible for coordinating the responses for FOI’s, Complaints and Housing Reviews and Appeals.

Ensure Reviewing Officers have the information that they need to reach appropriate, lawful decisions. 

Effectively manage enquiries, complaints and correspondence from clients and their advocates, including solicitors, councillors, MPs, the ombudsman, and other housing providers, in line with the Council’s complaints procedure and prepare information as required to support court cases (including reviews and appeals, judicial reviews)

FOI’s and Information Requests:
· Coordinate and respond to FOI and Information requests in line with statutory requirements
· Liaise with housing teams to gather accurate, timely information
· Track deadlines, maintain logs, and ensure quality assurance of responses
· Prepare responses to enquiries from elected members and MP’s
Complaints Handling
· Coordinate Stage 1 and Stage 2 Housing complaints in line with organisational policy and the Housing Ombudsman Complaint Handling Code
· Engage with service managers to investigate issues and agree remedies
· Draft clear, empathetic, and legally robust complaint responses
· Monitor timescales, outcomes, and customer satisfaction
· Prepare case files and responses for Housing Ombudsman investigations
Housing Reviews and Appeals
· Coordinate statutory housing reviews (e.g. homelessness, allocations, suitability) using the councils Choice Based letting system
· Ensure reviews are carried out fairly, independently, and within legal timescales
· Liaise with reviewing officers, applicants, and legal services as required
· Maintain accurate case records and decision documentation   
Performance, Learning and Compliance
· Maintain case management systems and reporting dashboards
· Identify trends, risks, and recurring themes across FOIs, complaints, and reviews
· Produce reports for senior managers, governance boards, or elected members
· Support service improvement actions and policy updates
· Promote learning and best practice across housing services


	
Essential qualifications/skills/experience specific to this role:
	· [bookmark: _heading=h.30j0zll]A minimum qualification equivalent to NVQ level 3 or A level, and/or three years relevant experience
· GCSE Maths and English or equivalent to grade C/4 or higher
· Ability to build customer relationships
· Knowledge and experience in assessing complex situations and carrying out inspections if and when required
· Ability to remain calm and confident when dealing with challenging customers and environments 
· Ability to resolve complex issues by negotiation
· Mentor and train colleagues  
· Maintain accurate and up to date records 
· Deliver commitments and take ownership of own caseload, reshaping of plans to deliver required outcomes
· Demonstrate commitment and resilience to succeed
· Excellent written and verbal communication skills
· Ability to manage time effectively   
· Competent in using a range of technology and software packages, including Microsoft and Google

	Desirable Requirements Qualifications, Skills and Abilities:

	· Knowledge of Housing and Homelessness Legislation
· Previous experience of working in local government
· Working towards full membership or professional accreditation with a relevant professional body
· Knowledge, understanding or experience of project management


	

	
	
Generic Job Profile:

	
Main Purpose of a role within this job group:
	
The purpose of this role is to:

· Provide technical advice and direction to internal and external customers
· Apply detailed technical knowledge within an area of expertise and manage sensitive, detailed case or project based work
· Meet needs and react to operational demand within prescribed guidelines

	
Key Responsibilities of a role within this job group:
	
· Use detailed, technical knowledge within the subject matter to objectively analyse situations and make decisions 
· Input into projects and work with other technical experts
· Attend meetings and interactions as needed 
· Analyse problems to determine the best solution
· Engage and interact with customers to meet their needs 
· Work within relevant legislation, prescribed policy, procedures and guidelines
· Escalate to senior technical colleagues when necessary 
· Carry out duties with discretion, integrity and maintain confidentiality
· Ensure all relevant customer and company information is captured and recorded accurately
· Contribute to delivering the key performance indicators within the role
· Undertake any other duties as reasonably required to do so

	
General Accountabilities:
	
· Safeguarding – The Council/Publica is committed to meeting its statutory and moral duties to safeguard and promote the welfare of children, young people under 18 years of age and adults at risk who are the recipients of its services and/or activities.
· The post holder is responsible for maintaining a safe working environment and ensuring as far as reasonably practicable that safe working practices are adopted by employees within this work environment
· Work in compliance with the Codes of Conduct, Regulations and policies of Publica
· [bookmark: _heading=h.1fob9te]To support the response to a major incident, including taking up a designated role within the emergency management framework

	
Special Conditions:

	
· There may be a requirement to work at other Publica Group (Support) Ltd and/or client locations to meet the needs of the business
· You will be expected to work reasonable additional hours in line with the needs of the service
· Full UK Driving License preferred 
· Ability to travel/ access to a vehicle for work purposes 
· BPSS: Only applicable for employees in the following areas: Revs and Bens; Customer Services; Housing; CFU Investigating Officers; ICT who provide access permissions to DWP and other government applications; 
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