
 
 

 
 

 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 
 

 
 

Customer Resolutions Officer  
WHO’S IN MY TEAM? 

Who is in my team? 

Team  Customer Resolutions 

Line Manager  Customer Resolutions Manager 

My direct reports  N/A 

Updated  December 2024 

 

What’s my role? 

Provide a customer focused proactive complaint handling service in compliance with the 
Housing Ombudsman Complaint Handling Code.    Work collaboratively with across the 
business to identify service improvements.  

What am I accountable for? 

• Lead on the investigation of complaints, coordinating responses from different 
departments.    
 

• Acting as first point of contact for the customer, ensuring that their particular 
needs for a positive complaint experience are identified and met.  

 

• Ensure formal complaint communication is to a high standard and Moat’s 
corporate communication style is reflected.   

 

• Effectively navigate and utilise Moat’s IT systems, predominately MS Dynamics, 
to oversee and manage all complaints from a formal stage. Ensuring detailed 
and accurate record keeping of complaint investigations.  

 

• Ensure that any potential risks are identified and escalated to a member of 
management where appropriate.   

 

• Use all opportunities within the complaint handling journey to consider if services 
improvements or changes are necessary to prevent reoccurrence of complaints, 
ensuring they are recorded and appropriately assigned.   

 

• To coordinate the production of information requests from the Housing 
Ombudsman.  

 

• To carry out any other duties consistent with the post that may be required from 
time to time, at the discretion of the line manager.   
 

• Complaints Lead Officer: Responsible for managing complaints in line with our 
policy and the Housing Ombudsman Complaint Handling Code.  This will include 
appropriate and proportionate resolutions and accurate record keeping. 
 



 
 

 
 

• Keeping accurate records and manage all data in accordance with our Data 
Governance Framework, relevant legislation, and best practice. You must also 
understand and fulfil your responsibilities as set out in this framework.  
 

• Carrying out my work in line with our: 

 Professional standards, reflecting our values and behaviour framework 

 Policies, procedures, and code of conduct 

 Commitment to equality, diversity, and inclusion 

 Health and safety responsibilities 

 Confidential reporting (whistleblowing) polices 

 
 
 
 
 
 
 
 

What do I need? 

Entry Requirements:   

• Strong background in formal complaints handling 

• Experience of handling Housing Ombudsman cases 

• Some experience in root cause analysis and continuous service improvement 

• A good standard of education with strong verbal, written and numeracy skills.  

• Excellent communication with the ability to adapt your approach to a diverse 
range of colleagues and customers.    

• Ability to demonstrate effective complaint handling and problem solving.  

• Attention to detail.  

• Able to use MS Office suite, particularly MS Word and Dynamics.  

• Knowledge of the Housing Ombudsman Service Complaint Handling Code.  

• Access to transport or a full driving licence.  

• Good understanding of the social housing sector.  

• Good understanding of GDPR, including its application in the workplace.  

Proficient Requirements:  

• Advanced use of MS Office suite, particularly MS Dynamics, Word and Excel.  

• Thorough understanding of the social housing sector including the Housing 
Ombudsman Service.  
 

 


