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	Job Description and Person Specification

	Job Title:
	Quality and Assurance Officer

	Post Number
	P2427
	JE Ref: 

	Grade:
	PO1

	Other Payments:
	None

	Job Family
	Principal Officer Team

	Directorate:
	Community and Place

	Progression:
	Progression through the grade is dependent on performance against delivery targets, value and behaviours

	Hours per week:
	37

	Accountable to:
	Strategy, Quality and Assurance Manager

	Date created/ reviewed:
	March 2025/Jan 2026/March 2026


	JOB DESCRIPTION FOR Quality and Assurance Officer


Job Purpose

	To contribute specialist expertise to the development, implementation and ongoing delivery of a quality assurance framework, ensuring compliance with the Social Housing (Regulation) Act 2023, Consumer Standards and the Housing Ombudsman’s Code.

To play a key role in developing the use of business and customer insights, delivering high‑quality reporting and analysis that drives data‑led service improvements and supports a flexible, responsive service for tenants.
To champion the development of a performance and continuous service improvement culture.


Accountabilities
	1. To take responsibility for the operation and quality assurance of the Housing Complaints function, ensuring compliance with the Council’s Complaints Policy and the Housing Ombudsman’s Complaints Handling Code.

	2. To contribute professional analysis and assurance to the development, monitoring and review of the Complaints Action Plan, identifying systemic issues and recommending improvement actions.

	3. To use a variety of established tools to analyse and interpret complex quantitative and qualitative data from multiple sources including management data and resident feedback, to identify opportunities for strategic and operational service improvements using informed decision making.

	4. To produce high-quality analytical reports and recommendations that inform strategic and operational decision-making, and monitor the implementation of agreed actions by service areas.

	5. To contribute to the development, implementation, monitoring and review of Housing policies and guidelines, ensuring they meet statutory, regulatory and Council’s standards, including the Housing Regulation Act 2023 and support the delivery of services

	6. As required make initial assessment regarding information disclosure, collating information, applicable exemptions and compliance with legislative requirements, escalating complex or sensitive matters as appropriate within the required timescales.

	7. If required, monitor Housing Councillor Inbox, forwarding to relevant officers for investigation and response; Monitor response times to Councillor and MP correspondence, liaising with section managers to ensure responses are sent on time.

	8. Keep abreast of changes to housing legislation, leading on communicating changes and updates to the Housing Ombudsman’s complaints handling code including training as required for the Housing Team.

	9. Participation, as required, in resident engagement events and similar activities.

	10. Ensure that all activities and ways of working build upon the Council’s positive approach to equal opportunities and comply with the relevant statutory duties


Demands
	Physical Demands 
· Ability to work within an office and at home (hybrid working) ensuring this is done                   with personal health and safety in mind. 
· Ability to travel between different sites
· Ability to work outside if necessary for occasional resident engagement activities 

Mental Demands

· Ability to demonstrate a total commitment to high quality customer care, equality and diversity and to demonstrate how this should be applied throughout duties of post 

· Effective negotiation skills and ability to work collaboratively with peers, managers and occasionally residents
· Ability to plan own work to meet day to day priorities, work to deadlines and meet targets 

· Ability to analyse and interpret data received from surveys and other formats and present this in a meaningful and understandable way 

· Ability to communicate clearly and in a variety of forms 

· To be able to cope with managing own work on a daily basis to meet the needs and requirements of delivering key priorities and objectives 
Emotional Demands 
· Understanding and sensitivity to confidentiality and data protection 

· Good interpersonal and communication skills are essential. 

	


Working Conditions

	· Working within an office environment
· Some home working at the discretion of the line manager
· Occasional work on estates / neighbourhoods owned by the Council and other venues selected for off-site meetings, conferences, training or tenant participation events, which may be outside of usual office hours


Other Employment Requirements

	· This job is suitable for hybrid working.  A minimum of two days a week attendance at the council offices is expected within the tenancy services team.
· Basic Disclosure Check.

· Full driving licence and use of own car, with tax and insurance for business use is desirable.



Method of Assessment Codes

	A
	Application Form
	T
	Tests (online / at interview)
	R
	Reference
	D
	Documentary Evidence
	I
	Interview
	O
	Other


	ROLE SPECIFIC PERSON SPECIFICATION - [add role title]

	Criteria
	Essential
	Desirable
	Assessment

	Values and Behaviours

	
	We are Customer Driven


	X
	
	I, T, R

	
	We Care


	X
	
	I, T, R

	
	We are Confident


	X
	
	I, T, R

	
	We Work Together


	X
	
	I, T, R

	
	We are Trusted


	X
	
	I, T, R

	Qualifications

	Q1
	Degree or equivalent qualification in a relevant subject, or able to demonstrate graduate level literacy and analysis 
	X
	
	A, D

	Q2
	CIH level 4 Certificate in Housing or equivalent qualification

	
	X
	A, D

	Q3
	Driving License
	
	X
	A, D

	Knowledge

	K1
	Knowledge and understanding of the social housing sector, including a working knowledge of the Social Housing Regulation Act and Housing Ombudsman Code
	X
	
	A, I

	K2
	Knowledge of IT tools and techniques for managing and analysing data, and creating and monitoring actions
	X
	
	A, I, T

	K3
	Good knowledge of the Microsoft Office Suite 
	X
	
	A, I, T

	K4
	An understanding of complaints/FOI/SAR legislation, policy and procedure within local government from a procedural perspective
	X
	
	A, I

	K5
	A good understanding of GDPR and Data Protection Requirements
	X
	
	A, I

	K6
	A commitment to and a clear understanding and application of the issues related to the Equality Act
	X
	
	A, I

	Experience

	E1
	Experience of successfully delivering an efficient and high performing service, collaborating with others to ensure targets are met. 

	X
	
	A, I

	E2
	Experience of working with colleagues, managers and stakeholders to resolve problems and deliver customer focused solutions
	X
	
	A, I

	E3
	Experience of analysing written and numerical data and information to drive service improvement.
	X
	
	A, I, T

	E4
	Excellent and creative written and verbal communication skills tailored towards a range of audiences, including the preparation of action plans and reports
	X
	
	A, I, T

	E5
	Ability to assist with the development of policies, practices and service improvements
	X
	
	A, I

	E6
	Computer literate with a strong working knowledge of Microsoft’s Office Suite including Excel and Word
	X
	
	A, I, T

	E7
	Experience of using purpose-designed software packages to analyse data
	X
	
	A, I

	E8
	A proven ability to think creatively and work on own initiative
	X
	
	A, I

	E9
	Experience of working as part of a project team
	
	X
	A, I


For further information on the scope of accountabilities when working at this level please see the generic job description/person specification here on our website here.
