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JOB DESCRIPTION

	Post Title: Policy Compliance Officer 

	Department: Corporate Core
	Post No: 

	Division/Section:  Law & Governance 
	Post Grade: 9 

	Location: Predominantly based at Bury Town Hall with requirement to work from other Council buildings and agile working as required  

	Special Conditions of Service: 
Satisfactory DBS disclosure at the enhanced level to be renewed in line with council timescales.
May on occasion be required to work outside normal office hours to attend evening meetings. 

	Purpose and Objectives of Post: 
The Policy Compliance Officer is part of a small team responsible for all matters relating to information governance, formal complaints, Elected Member and MP enquiries, Local Government Ombudsman (LGO) liaison, Freedom of Information requests (FOI), Subject Access Requests (SAR) and Environmental Information Regulation requests. 
The role is responsible for overseeing and maintaining the information governance framework, providing advice to ensure compliance relating to Freedom of Information requests and Subject Access Requests and Environmental Information Regulation requests. 
The role works with service managers to support the investigation of complaints across a broad range of service areas, each with different legislative requirements, ensuring that complaints are investigated thoroughly and fairly to establish the facts of the case, in line with the Council’s policy and ensuring a customer focused service.
The role provides proactive support to Elected Members and MPs in respect of service requests and complaints, liaising with services to ensure that responses are high quality and timely. 
The role is responsible for quality checking and supporting the preparation of responses to complaints, enquiries, FOIs, SARs, EIRs and LGO responses, together with associated performance monitoring and reporting. 

	Accountable to: Head of Policy Compliance

	Immediately Responsible to:  Policy Compliance Manager

	Immediately Responsible for: None

	Relationships: (Internal and External)
Internal	External
Staff from other departments	Members of the public, service users
Senior managers in departments	Commissioned service providers and partner agencies
Councillors	MP’s
Adult Care Services/social workers	Voluntary sector and community organisations
Childrens services/social workers	Staff from other Local Authorities
ICT                                                                 NHS Greater Manchester Integrated Care
	GP’s, NHS, Hospitals, primary care providers
	Landlords/Housing Associations/housing providers
	 					Regulatory bodies, Ofsted, DoH, Care Quality Commission,  
                                                                       Information Commissioner’s Office, Regulator of Social 
                                                                       Housing  
	Acute/mental/community healthcare trusts
	Citizens Advice Bureau
	Local Government Ombudsman
	Language Line/Interpreters
	Independent investigating officers	

	Control of Resources: 
Equipment, computer and relevant software packages, stationery, headsets.
Payments to complainants. 

	Duties/Responsibilities: 
1. Responsible for co-ordinating, quality checking and, where appropriate, drafting responses relating to complaints, FOIs, SARs, EIRs, Elected Member and MP enquiries, LGO investigations and enquiries – ensuring a high-quality service is provided and associated robust systems and processes in place. 

2. Responsible for complex complaints and gathering information from services, analysed and interpreted so that succinct and factual responses are provided.  

3. Develop and maintain up to date knowledge of legislation and procedures relating to Information Governance, FOIs, SARs, and EIRs, and ensure that, in the light of any changes, that existing policies, procedures and guidance are reviewed and updated accordingly.

4. To ensure corporate compliance with Information Governance legislation, best practice, policies and procedures, ensuring these are kept up to date. 

5. To work with the Council’s Data Protection Officer and act as an advisor in respect of Information Management legislation, best practice, policies and procedures.

6. Responsible for data collection, performance monitoring and reporting including quarterly performance reports and statutory annual reports – ensuring data is shared with services to inform improvements to service delivery. 

7. Reviewing and redaction of documentations, determining what information is exempt from disclosure and releasing that information which can be disclosed.  Ensuring that the customer is informed as to why information might be withheld.

8. Support the Data Protection Officer in undertaking internal review of responses to subject access requests and freedom of information requests. 

9. Responsible for analysis of data incidents. Help investigate by collating information to support the organisation to learn and improve practice and governance, analysing statistics and providing advice accordingly on how to reduce risk. Escalate issues as necessary.


10. Support with preparing submissions in relation to any matters referred to the Information Commissioner’s Office.

11. To be responsible for the recruitment and commissioning of Investigating Officers and Independent Persons to undertake complaint investigations and ensure they are given any necessary support, paying due regard to the support needs of vulnerable service users and advocacy needs.

12. Ensuring investigations meet statutory requirements and timescales.

13. Monitor progress on all complaints, reporting on timescales to relevant senior managers, and relevant interested parties on a regular basis.

14. To identify themes or trends in complaints to feedback to the services to look at new ways of working.

15. To support the development and maintenance of Bury council complaints policy and procedures in line with statutory procedure and practice.

16. To have regard for safeguarding, protection or other issues that may emerge as a result of a complaint and ensure that affective communications and joint protocols where appropriate are in place to address these concerns, alerting the correct agency for cases of emergency or safeguarding.

17. Update the council’s customer relationship management system where relevant.


	18. To ensure that all customers are treated sensitively, ensuring care is taken to ensure no loss of data or unauthorised disclosure of personal information, maintaining confidentiality at all times and be aware of the national and corporate policies of confidentiality and sharing information.

19. To establish strong links with counterparts in other Local Authorities, Partner agencies, commissioned services and work in partnership to ensure the effective resolution of complaints, including developing protocols for shared services.

20. To develop good management information systems and monitor, analyse, and utilise data and intelligence 

21. To promote best practice in customer care by ensuring feedback is provided to services and managers; to evaluate lessons learnt to identify trends and learning opportunities from complaints to inform and improve future practice.

22. To manage responses to Elected Member and MP complaints, providing quality assurance to responses and ensuring responses are within timescales. 

23. To manage Local Government Ombudsman, Ofsted and Regulator of Social Housing complaints and ensure these are prioritised in accordance with procedures; being responsible for the co-ordination and quality checking of response to enquiries and complaints made.

24. To continually review develop and improve systems and processes in support of excellent customer service.  

Human Resources:
Responsible for maintaining and updating own personal and professional development.


	Safeguarding:
You have a responsibility for, and must be committed to, safeguarding and promoting the welfare of children, young people and vulnerable adults and ensuring they are protected from harm.

Equality Diversity and Inclusion:
Bury Council is committed to equality, diversity and inclusion, and expects all staff to comply with its equality related policies/procedures, and to treat others with fairness and respect.

Health and Safety:
Responsible for employees duties with the Corporate Health and Safety Policy.

	Where an employee is asked to undertake duties other than those specified directly in his/her job description, such duties shall be discussed with the employee concerned who may have his/her Trade Union Representative present if so desired. (See paragraph 203 of supplemental Conditions of Service)





Policy and Compliance Officer

	SHORTLISTING CRITERIA
	ESSENTIAL
	DESIRABLE

	Satisfactory DBS at basic level 
	
	

	Experience
	
	

	Extensive experience of managing complaints through statutory and/or local procedures
	

	

	Experience handling Freedom of Information requests, Subject Access Requests using electronic redaction methods.
	

	

	Experience of managing and analysing complex and sensitive information and preparing and delivering briefings and reports
	

	

	Experience of working in an information governance related role
	
	

	Experience of preparing reports and complex responses with excellent written communication skills to ensure complaints are responded to in an appropriate manner
	
	

	Experience of quality assurance in order to maintain consistency and set high standards of customer service
	
	

	Experience of presenting communication and interpreting complex information and stats to range of people
	
	

	Knowledge
	
	

	Good understanding of relevant legislation, guidance and procedures relating to complaints and ability to monitor and manage processes
	
	

	A practical understanding of the General Data Protection Regulation and Data Protection Act 2018.
	

	

	Wider knowledge of Human Rights Act, Freedom of Information Act 2000 and Environment Information Regulations 2004
	

	

	Ability to provide advice, training and support to colleagues
	
	

	Demonstrate knowledge of understanding of data protection and confidentiality
	

	

	Demonstrate a knowledge of local and national advocacy services
	
	

	Skills 
	
	

	Excellent communication skills in all mediums with a range of people, responding in a professional and compassionate manner
	
	

	Ability to investigate, analyse and report on a range of complex statistical data and performance related queries
	
	

	Excellent team working skills and ability to forge partnerships with internal and external stakeholders to achieve continuous improvement to service provision
	
	

	Ability to organise and co-ordinate meetings and documentation within very tight timescales
	
	

	Ability to use own initiative including excellent organisational and prioritising skills working to set deadlines and targets  
	
	


	Ability to professionally challenge and support, including those more senior, using knowledge of relevant legislation/procedures relating to information governance and complaints
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