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Job Description
	Job Title: Customer Feedback and Enquiries Lead (Highways Maintenance Focused)

	

	Grade: P1

	

	


Overall purpose of the job
The Customer Feedback and Enquiries Lead (Highways Maintenance Focused) exists to provide senior operational leadership and strategic oversight of Highways Maintenance correspondence and complaints, ensuring high‑quality, evidence‑based and defensible responses to customer, MP and County Councillor enquiries in line with corporate policy, Feedback & Complaints Guidance and LGSCO expectations. 
Through coordinating and leading complex multi‑service casework and working closely with Highways teams and contractors, the role sets and maintains professional standards, improves investigation quality, reduces repeat contact and avoidable escalation, and protects the Council’s reputation in its highest‑risk customer service area.
Main accountabilities
	
	Main accountabilities

	1. 
	Strategic Leadership of Highways Correspondence & Complaints

· Act as the lead officer for Highways Maintenance correspondence and feedback, providing day‑to‑day strategic coordination and oversight of all related complaints, enquiries and Member correspondence.
· Lead the end‑to‑end correspondence lifecycle, including triage, allocation, investigation, coordination, drafting, escalation decisions and case closure.
· Operate as the senior responsible officer for correspondence outcomes, ensuring that responses are robust, consistent and aligned with corporate and statutory guidance.

	2. 
	Authorative Complaint, Correspondence & Enquiry Writing
· Lead the drafting and quality assurance of high risk, complex or politically sensitive responses, including formal complaints, service enquiries, and MP and County Councillor correspondence relating to Highways Maintenance

· Set expectations and standards for how highways correspondence is written across the team, ensuring that it directly addresses the issues raised and explains the actions, decisions or outcomes clearly using an appropriate tone and plain language and linked with agreed governance standards and complaint handling frameworks.

· Maintain consistency of format, structure and approach across Highways responses to support fairness and defensibility in the event of escalation. 


	3. 
	Application of Feedback Guidance, Local Government and Social Care Ombudsman (LGSCO) & Corporate Policy
· Act as the lead authority on the application of the Council’s Feedback & Complaints Guidance across Highways casework 
· Ensure all complaints and correspondence are handled in line with LGSCO expectations, statutory requirements and corporate policy frameworks 
· Provide assurance on correct categorisation, escalation pathways, investigation standards, outcomes, remedies and signposting 
· Support and guide colleagues to consistently distinguish between complaints, service enquiries, representations and Member correspondence


	4. 
	MP, County Councillor & Politically Sensitive Casework
· Lead and coordinate the handling of MP and County Councillor correspondence relating to Highways Maintenance. 
· Act as the single point of professional authority for ensuring Member responses are accurate and evidence-based, consistent with previous advice and published decisions, politically aware and reputationally safe. 
· Escalate issues appropriately where correspondence indicates systemic risk, reputational concern or potential Ombudsman interest, including:
· To the Customer Experience Manager for high-risk, complex or sensitive cases requiring senior oversight or sign-off
· To Heads of Service / Directorate Management Team (DMT) where service-level intervention or accountability is required
· To Corporate Communications where there is potential reputational impact or media interest


	5. 
	Strategic Coordination with Highways Service Representatives and On‑Site Operational Leadership
· Lead structured joint working with Highways Maintenance officers, engineers, inspectors and contractors to support investigations and evidence gathering. 
· Undertake regular, planned on‑site engagement at Highways depots and operational locations across the county to maintain operational credibility, understand delivery constraints and priorities, and improve the realism and authority of complaint responses, providing check and challenge to the service to enable improvements in customer service. 
· Provide constructive professional challenge where service input is incomplete, inconsistent or does not meet required standards. 
· Translate operational intelligence into clear, defensible written responses and learning for the wider Customer Experience team.



	6. 
	Quality Assurance & Case Support
· Lead quality assurance for all Highways correspondence and complaint responses.
· Set and maintain professional standards for objectivity, transparency, fairness and appropriate apology where service failure is identified.
· Proactively identify cases at risk of escalation and exercise oversight to prevent avoidable escalation to Stage 2 or the LGSCO.

	7. 
	Line Management, Workforce Coordination & Capability Oversight
· Provide day‑to‑day supervision, case oversight, coaching and performance management of staff supporting Highways correspondence and feedback, including Senior Business Officers and Business Officers.
· Provide functional leadership and oversight of the Highways correspondence and customer experience team, ensuring clear accountability, consistent service standards and effective collaboration.
· Coordinate workload allocation, prioritisation and resilience planning across the correspondence function to maintain continuity and manage peaks in demand.
· Oversee induction, training and workflow management, building capability and confidence across team members through continuous development and informal coaching.


	8. 
	Insight, Reporting & Service Improvement Leadership
· Lead analysis of complaint themes, correspondence trends and escalation drivers.
· Produce insight and reporting to support the Directorate Management Team, Corporate Leadership Team, and Member oversight. 
· Champion service learning, identifying systemic issues and leading improvements to guidance, templates and processes.

	9. 
	System Use, Data Quality & Governance
· Act as the lead officer for data quality and governance of Highways correspondence and complaints. 
· Ensure accurate, complete and consistent recording across corporate systems. 
· Work with system owners to shape improvements and support the effective use of data for performance and assurance.


	10.

	Demonstrate an awareness and understanding of equality, diversity and inclusion.  

	11.
	Ability to contribute to our organisational commitment to becoming a Net Zero organisation by 2030.  






Person Specification
Qualifications, knowledge, skills and experience
Minimum level of qualifications required for this job
	Qualifications Required
	Subject
	Essential/
Desirable

	Degree or equivalent experience
	Customer experience, public administration, complaint handling or a related field, or extensive relevant experience
	Essential

	Professional qualification
	Customer service, public administration, leadership or complaint handling (e.g. ILM, NVQ)
	Desirable


Minimum levels of knowledge, skills and experience required for this job
	Identify 
	Describe
	Essential/
Desirable

	Knowledge
	
	

	Complaint handling and governance
	In depth knowledge of complaint handling principles, including the application of organisational complaint frameworks and alignment with Local Government & Social Care Ombudsman (LGSCO) expectations (or equivalent regulatory standards)

	Essential

	Corporate policy and governance
	Understanding of organisational policies, procedures and governance frameworks within a public sector or regulated environment

	Essential

	Local government and political context
	Knowledge of local government structures, political accountability and MP / County Councillor correspondence processes
	Essential

	Commitment to continuous professional development
	Continuous professional and skills development
	Essential

	Highways Maintenance operations
	Knowledge of Highways Maintenance services and operational delivery
	Desirable

	Highways statutory duties
	Awareness of statutory duties relating to highways safety and maintenance
	Desirable

	Skills
	
	

	Written communication
	High‑level written communication skills, able to produce authoritative, structured and defensible correspondence for complaints, enquiries and Member casework
	Essential

	Analysis and judgement
	Strong analytical skills, able to interpret technical and operational information to inform complaint outcomes and decision‑making
	Essential

	Case coordination and organisation
	Ability to coordinate complex, multi‑service casework and manage competing priorities effectively in high‑volume, high‑pressure environments
	Essential

	Relationship management and influence
	Skills in conflict resolution and de‑escalation, with the ability to lead through influence by providing guidance, challenge and informal coaching to colleagues
	Essential

	Systems, assurance and senior communication
	Proficiency in CRM systems, feedback platforms and digital reporting tools; skills in quality assurance and peer review of responses, with confidence communicating with senior stakeholders, MPs and Councillors
	Essential

	Experience
	
	

	Complaint handling and correspondence
	Experience drafting and/or quality‑assuring complaint and correspondence responses within a customer‑facing public service environment, applying policy and statutory guidance to complex or sensitive casework
	Essential

	Cross service coordination
	Experience coordinating work across multiple teams or service areas to resolve customer issues, manage complex casework and support timely, evidence‑based outcomes
	Essential

	Member, operational and improvement experience
	Experience handling MP or Councillor correspondence; working closely with operational or technical services (including on‑site engagement); and contributing to service improvement or change activity
	Desirable

	Equality, Diversity and Inclusion (applies to all roles).
	Ability to demonstrate awareness and understanding of equality, diversity and inclusion and how this applies to this role.  
	Essential

	Net Zero (applies to all roles).
	Ability to contribute towards our commitment of becoming a net zero organisation.  
	Essential

	Safeguarding (applies to all roles working with children/vulnerable adults).
	Demonstrate an understanding of the safe working practices that apply to this role.  Ability to work in a way that promotes the safety and well-being of children and young people/vulnerable adults.  
	Essential 


Disclosure level
	What disclosure level is required for this post?
	None


Work type
	What work type does this role fit into? (tick one box that reflects the main work type, the default work type is hybrid)
	Fixed	
	Hybrid

X
	Field
	Remote
	Mobile

	
Hybrid:  with regular on‑site working at Highways depots and operational locations across the county to support effective collaboration, evidence gathering and service understanding.
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