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Job Description 
Job Title:


Head of Public Service Complaints
Location:


1 Ffordd yr Hen Gae, Pencoed, Bridgend CF35 5LJ/Hybrid
Salary/Grade:


£71,019 - £75,813 p.a. (PSOW Grade Exec 9 – Exec 12)
Hours of Work:
37 hours per week 


(Job share, and part-time working may be available)

Responsible to:

Chief Legal Adviser & Director of Investigations
Responsible for:

Team Managers, Investigation Officers, Casework Officers
Overview:  The Head of Public Service Complaints leads and manages teams that provide a high quality, timely and responsive complaints service.  This strategic role ensures that we have the right resources to deliver a responsive service.  Ensuring that we are doing the right thing, in the right way for the right people deploying resources in the most effective way.  The Head of Public Service Complaints is a member of the Senior Management Team and provides advice and support to the Ombudsman and senior staff as appropriate.  
Responsibilities:
Strategic:
· As a member of the Management Team, contribute to the leadership of the organisation, the achievement of business objectives and the development and improvement of office procedures, policies and plans. 
· Monitor, oversee and report on the progression of cases within the team against KPIs, targets and case milestones, ensuring delivery and achievement of KPI’s plans and actions and reporting progress for scrutiny by management team.  

· Guide, lead and manage Team Managers ensuring their teams deliver proportionate and high quality and timely completion of work with a high standard of customer care. 
· Actively working in a continuous improvement culture, leading work to problem solve and find innovative ways of managing and delivering PSOW’s increasing public service complaints caseload. 
· Deploy resources according to demand and need to maintain effective flow of work.
· Develop and support Team Managers in order that they can deliver their people management responsibilities. 
· Setting high expectations for staff performance and working in accordance with our values.

· Work in accordance with the requirements as outlined in the PSOW Leadership Charter.
Operational:

· Review the most serious complaints, making recommendations to the Ombudsman and Director of Investigations in relation to decisions and outcomes.  
· Exercise the Ombudsman’s delegated authority to decide on outcomes of complaints resolved other than by public interest reports. 

· Ensure the team meets the reasonable needs of enquirers, complainants, listed authorities and Councillors, taking account of service users who may have additional needs.
· Ensure that Team Leaders and staff work in accordance with the Ombudsman’s HR and other policies, to secure the good attendance and good performance of all members of staff.
· Carry out other duties including representing the Ombudsman at meetings as required.
· Undertake any other duties, commensurate with the skills and experience expected for this role.
· Follow all PSOW policies and procedures as laid out in PSOW policies and procedures.  
· Contribute to PSOW’s commitment to good information handling practices by complying with Data Protection Law and PSOW policies and procedures, particularly in respect of any personal data or confidential material.
· Take reasonable care of your own wellbeing and health and safety and that of colleagues.

· Operate across the whole of the Ombudsman’s current or future jurisdiction and in whichever operational team the Ombudsman considers appropriate to meet the objectives of the service.
· Conduct work bilingually through English and Welsh (oral and/or written) where appointment has been confirmed on that basis or where training and development to an appropriate level has been supported by the Ombudsman.
· Work in accordance with the requirements outlined in the Staff Standards of Conduct Policy.
· Act in accordance with the Ombudsman’s policy statement on Equal Opportunities and provide a service which is fair and equitable to all.
· Act at all times in accordance with the Ombudsman’s Values:

Achievement
Doing the best you can
Togetherness
Being respectful to each other and working collaboratively for the organisation to succeed
Positivity 
Showing enthusiasm and pride about who we are and in what we do
Supportiveness
Being there for each other and appreciating our diversity 
Ownership
Taking responsibility for everything we do
Willingness 
Having a keen, flexible and can-do approach

Requirements 
Essential:
· Educated to degree level or relevant other qualification.

· Demonstrable experience of leadership and management including leading teams to deliver strategic priorities and high quality performance and results.

· Experience of working within a complex complaints environment or equivalent.
· Able to lead and manage a team to deliver a high quality complaints service.  
· Experience of working/operating in a customer focused environment including providing a service to those who have additional needs.
· Experience of planning work flows to achieve KPI’s and other targets including delivering improvement and change to achieve strategic aims.

· Experience of contributing to the strategic direction and planning of an organization within financial resource restrictions.  
· Have a personal and professional standing to command respect of your colleagues and others. 

· Excellent interpersonal skills and the ability to influence and implement change within PSOW and to influence external bodies to improve public services. 
· A good understanding of public services in a Welsh context.

· Able to adapt to change and absorb new information and legislative change quickly.
· Able to identify solutions and pragmatic outcomes in complex situations.
· Excellent written and oral communication, with an ability to communicate complicated information in a way that’s appropriate to the recipient of the information. 

· Experience of providing a service which is fair and equitable to all regardless of age, disability, ethnicity, sex, gender reassignment, pregnancy or maternity, sexual orientation, religion or belief, whether they are married or in a civil partnership, or on the basis of any other irrelevant consideration.
· Proven competence with IT systems.

· Exercise absolute discretion and impartiality at all times and with an understanding of the need for confidentiality. 
· Full driving licence, willing to drive to undertake work/role and use of car for work purposes.
Desirable:
· Experience gained within a formal Ombudsman scheme.

· Experience within the public sector.
· Broad knowledge and understanding of the Ombudsman’s jurisdiction, and of the operation of relevant legislation and complaints procedures (or an ability to gain this understanding).  

· Experience of using case management and/or document management systems.
Special Conditions: Restrictions on political activity

· It is vital that those working for the Ombudsman are impartial and that they are seen to be impartial.  Staff working for the Ombudsman are therefore not permitted to take part in political activity and they are required to avoid public political comment, for example on social media.  Successful candidates will be asked, prior to appointment, to disclose details of their social media accounts. 
· We operate a no smoking policy
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