
 

 

OFFICE OF PROCUREMENT REGULATION (OPR)  

JOB DESCRIPTION 

Job Title COMPLAINTS OFFICER 

Reports to HEAD LEGAL  

Supervises N/A 

Mandate Managing and dealing with complaints in a timely and fair manner, with 

each complaint receiving due consideration in a process that is managed 

appropriately and effectively. 

JOB SUMMARY 
 
The incumbent is required to act as the first point of contact for complainants and stakeholders seeking 
advice, guidance and information. The post holder will develop good working relationships with 
complainants, providing them with clear support and guidance as needed, and facilitate handling of their 
complaints to ensure that their questions and concerns are adequately addressed. 
 
KEY FUNCTIONS AND DUTIES 
 

1. Receiving and recording complaints in a timely, courteous and confidential manner from members 
of the public from the relevant channels including but not limited to walk-ins, e-mails, telephone 
calls. 
 

2. Handling complex inbound/outbound telephone calls and other communication channels, 
accurately capture/document all complaints according to internal policies and procedures. 
 

3. Setting up and maintaining office administration systems, processes and files (both manual and 
electronic) to ensure that relevant information on complaints is kept up to date, accurate, meets 
internal deadlines and is accessible to all relevant team members. 
 

4. Liaising with complainants, ensuring that they understand the complaints process and receive 
good customer service from the Office and where this does not happen escalating issues to the 
Legal Advisor. 

5. Analysing complaints and identifying actions to improve service. 

6. Promoting good complaint handling techniques across the Department. 

7. Ensuring that all complaints are logged accurately, providing acknowledgement and resolution in 
accordance with the Act and its Regulations. 

8. Providing an effective referral service to relevant organisations. 

9. Logging customer and stakeholder feedback and freedom of information requests. 

10. Monitoring trends and issues in relation to the complaints received, identifying improvement 
opportunities within service and providing feedback to Legal Advisor on findings from the 
complaint reviews. 

11. Assisting in developing user-friendly policies and systems which record complaints 
accurately/confidentially in line with the Act. 

12. Attend court and other hearings as required. 



 

 

13. Complete reports and any other administrative requirements. 

KEY AUTHORITIES 
Authorized to: 

1. Process and log all communications via a bespoke system, ensuring excellent attention to detail is 
maintained throughout. 

2. Maintain and improve client relations through proper handling of complaints. 
 
Knowledge, Skills and Abilities:  
 

1. Act with sensitivity as well as be objective and impartial; 
2. Project a favourable and professional image at all times promoting respect and support for the 

Office; 
3. Knowledge of, and be able to advise on, all aspects of the Office’s internal complaint procedures 

and be trained to receive complaints; 
4. Good data entry skills; 
5. Be able to assist in the formulation of a written complaint for complainants who require additional 

assistance; 
6. Understanding of the needs of vulnerable older and disabled people; 
7. Ability to communicate effectively and sensitively with vulnerable people; 
8. Proven ability to ‘self-start’ and work to strict deadlines; 
9. Strong communication skills, written and verbal. 
10. Ability to work independently and in a fast environment 

 
Education, Requirements 
and Qualifications 

o Bachelors’ degree in Business Administration, Social Science or 
similar degrees related to the function or the equivalent 
combination of education and experience in customer complaint 
management is required. 

o Experience of report writing. 
o Experience of working to challenging timescales. 
o Experience working in a customer services and continuous 

improvement environment. 
o Experience of working with a range of internal and external 

stakeholders. 
o Experience of working with confidential and sensitive personal 

data.  
 
TERMS AND CONDITIONS OF EMPLOYMENT – Separate document. 


