	Job Description


	[image: image1.png]Newham London






	Job Title:

Mayoral Casework Officer 

	Service Area: 
Mayor’s Office


	Division/Section:

Resident Services and Business Support

	Job Number: 
Job Evaluation Number:5324

	Grade: SO2

	Date last updated: November 2019



	EQUALITY AND DIVERSITY

	We are committed to and champion equality and diversity in all aspects of employment with the London Borough of Newham.  All employees are expected to understand and promote our Equality and Diversity Policy in the course of their work.



	PROTECTING OUR STAFF AND SERVICES

	Adherence to Health and Safety requirements and proper risk management is required from all employees in so far as is relevant to their role. All employees are expected to understand and promote good Health and Safety practices and manage risks appropriately.




Overall Purpose of Job

1. To be responsible for dealing effectively with complaints and Mayoral casework. 

2. To work as part of a team to deliver high quality responses to complaints and enquiries. 

3. To develop and maintain good relations with service areas and partner agencies.
4. Promote a positive image of the Council and to enhance its reputation.

5. To take a lead role on a specific area of work or projects on behalf of the Head of Office.
Job Context

1. The post holder reports to the Head of the Mayor’s Office.
2. The post holder has no line management responsibility 
3. The post holder may be required to work evenings, weekends and occasional public holidays, in order to meet service requirements.
Key Tasks and Accountabilities

Key tasks and accountabilities are intended to be a guide to the range and level of work expected of the postholder.  This is not an exhaustive list of all tasks that may fall to the postholder and employees will be expected to carry out such other reasonable duties which may be required from time to time.

General
To be responsible for dealing effectively with complaints and Mayoral casework. 

To be familiar with all aspects of the work of the team, legislation, guidance and protocols 

To provide advice and guidance to staff, stakeholders and members of the public on all aspects of work covered by the team 

1. Complaints
To be responsible for dealing with casework effectively which will include:
a. processing and managing casework  

b. ensuring that casework is properly logged and tracked

c. undertaking thorough and detailed investigations of casework about Council Services and partners. This may include corporate, and /or specialist area such as social care complaints

d. researching background details to casework and conduct interviews with members of the public, council officers and stakeholders and organise site visits where necessary

e. preparing responses and ensure implementation of solutions

f. evaluating the case and producing a detailed response

g. taking and ensuring follow up action is taken and the customers are kept up to date with progress and are aware of the options if they are dissatisfied

2. Service Development
A. To draft comprehensive and high quality letters and reports.

B. To resolve day to day queries including complex cases.

3. General
A. To take measures to support the necessary cultural change within the Council. To highlight areas where support is most needed and to take action.

B. To meet deadlines and take practical interventions where appropriate

C. To on your own and be flexible in working arrangements and in supporting team colleagues

D. To carry out any other duties in line with the purpose and grade of the job or within the competence of the post holder as may be reasonably required from time to time.
E. Carry out the above tasks with minimal supervision
F. To investigate and report on complex cases allocated to the postholder by the Resolution Manager
G. To produce statistical information if required 
	Personal Specification
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	Job Title: 

Mayoral Casework Officer 

	Service Area: 
Mayor’s Office 


	Division/Section:


	Job Number: 21508
Job Evaluation Number: 5324


	Grade: SO2
 
	Date last updated: November 2019



	IMPORTANT INFORMATION FOR APPLICANTS

	The criteria listed in this Person Specification are all essential to the job.  Where the Method of Assessment is stated to be the Application Form, your application needs to demonstrate clearly and concisely how you meet each of the criteria, even if other methods of assessment are also shown.  If you do not address these criteria fully, or if we do not consider that you meet them, you will not be shortlisted.  Please give specific examples wherever possible.



	CRITERIA


	METHOD OF ASSESSMENT

	EQUALITY AND DIVERSITY

	We are committed to and champion equality and diversity in all aspects of employment with the London Borough of Newham.  All employees are expected to understand and promote our Equality and Diversity Policy in the course of their work.



	PROTECTING OUR STAFF AND SERVICES

	Adherence to Health and Safety requirements and proper risk management is required from all employees in so far as is relevant to their role. All employees are expected to understand and promote good Health and Safety practices and manage risks appropriately.



	KNOWLEDGE:
· Knowledge of local government and local government services
· Knowledge of complaints processes including corporate and schools

· Continually keep up to date with the law and guidance in relation to their work area 

· Knowledge of Microsoft Office including use of email, databases, spreadsheets, PowerPoint and Word.
· Knowledge of research techniques
	Application Form/Interview

Application Form/Interview

Application Form/Interview

Application Form/Test/Interview

Application Form/Interview

	CRB 

CRB check required

	

	QUALIFICATIONS

· A levels or equivalent educational standard or equivalent work related attainment in a customer care environment
· 
	Application Form/Interview/Certificates


	EXPERIENCE:

· Experience of working in at least one of the following areas:

· Corporate complaints

· Schools
· Experience of conducting detailed investigations of complaints preferably within a comparable local authority section.

· Experience of successfully dealing with Members and the public, including communicating difficult issues effectively orally and in writing

· Experience of working positively to engage with and understand the needs of stakeholders and Members.

· Experience of project management and/or research work and relevant techniques.

· Experience of working with computer based systems
	Application Form/Interview

Application Form/Test/Interview

Application Form/Test/Interview

Application Form/Interview

Application Form/Interview

Application Form/Test/Interview



	SKILLS AND ABILITIES:
· Good problem solving and evaluation skills

· High level of interpersonal skills

· Ability to think laterally and to develop creative and innovative solutions allied with an ability to respond to change.
· Well developed oral, written and presentation skills

· Able to represent the Team and the Council at meetings with partners and other external agencies.

· Ability to understand complex information
· Able to use the sections computer based systems
	Test/Interview

Interview

Interview

Test/Interview

Interview

Test/Interview
Application Form/Interview



	PERSONAL STYLE AND BEHAVIOUR:
· Has a high degree of integrity

· Can demonstrate strong interpersonal and networking styles

· Can demonstrate strong commitment to the public service

· Can use political judgement and sensitivity

· The ability to work as part of a team and on your own

· Ability to respond quickly and effectively to changing service needs

· Can work under pressure 


	Interview

Interview

Interview

Interview

Interview

Interview

Interview





