

JOB DESCRIPTION

Job:



Graduate Trainee Investigation Officer
Location:
Hybrid – Bridgend Office/Home
Pay Grade:


Year 1 £27,000 pa





Year 2 £30,000 pa





Year 3 £33,000 pa





Year 4 £37,338 pa (INV8)




 
Annual incremental progression up to £48,474 (INV12)

Hours of Work:        
37 hours per week 

Reports to:


Head of Public Service Complaints
Key Relationships: 
Assistant Investigation Managers; Independent Professional Advisers; Casework Officers

Overview: To undertake a three year development programme in order to develop the skills and capabilities to deliver the role of Investigation Officer.  The role of an Investigation Officer is to provide an efficient, courteous, informative and responsive service to members of the public who contact the Ombudsman in addition to assessing and investigating complaints made to the Ombudsman.

Responsibilities:
As a Graduate Trainee:

· To undertake and complete a full rotational training programme to develop an understanding of each of the functions within the office 
· To develop a full understanding of the Ombudsman’s jurisdiction and the application of it across the office

· To successfully complete each year, the objectives outlined for development as part of the Graduate Trainee Programme

· To perform to a level required in order to evidence learning and development in line with the Graduate Trainee role

· Undertake supervised casework to demonstrate relevant skills development

· Undertake both internal and external training in line with role requirements

As an Investigation Officer

· Assess, determine and investigate complaints made to the Ombudsman in accordance with the operational procedures and standards determined by the Ombudsman and within the authority delegated by her
· Attempt, where appropriate, a quick informal resolution of complaints or investigate these such complaints as required
· Negotiate and secure local settlements with appropriate outcomes
· Reach conclusions, propose findings and recommendations to the Ombudsman during full investigations while acting within the Ombudsman delegated authority in a timely manner
· Draft and issue relevant decision letters, resolution letters and reports in accordance with the Ombudsman’s operational procedures
· Ensure as appropriate that compliance with recommendations made to listed authorities is monitored and evaluated
· Provide advice and guidance to members of the public or representatives of bodies within jurisdiction as required and in accordance with the operational procedures and standards determined by the Ombudsman

· Update the case management systems as necessary

· Keep abreast of current developments in law and current practices appropriate to the Ombudsman’s Jurisdiction 

· Assist senior colleagues with any other duties including representing the Ombudsman at legal hearings or at meetings with external bodies which from time to time may be allocated to you by a senior colleague. 

· Follow all PSOW policies and procedures as laid out in the policy documents, induction packs, the intranet etc.

· Contribute to PSOW’s commitment to good information handling practices by complying with Data Protection Law and PSOW policies and procedures, particularly in respect of any personal data or confidential material.

· Take reasonable care of own wellbeing and health and safety of others who may be affected by those actions.

· Undertake any other duties, commensurate with the skills and experience expected for this role, which from time to time may be allocated by a relevant line manager.

· Operate across the whole of the Ombudsman’s current or future jurisdiction and in whichever operational team the Ombudsman considers appropriate to meet the objectives of the service.

· Act in accordance with the Ombudsman’s Values at all times:

Achievement
Doing the best you can

Togetherness
Being respectful to each other and working collaboratively for the organisation to succeed

Positivity 
Showing enthusiasm and pride about who we are and in what we do
Supportiveness
Being there for each other and appreciating our diversity 

Ownership
Taking responsibility for everything we do

Willingness 
Having a keen, flexible and can-do approach

PERSON SPECIFICATION
Requirements: 

As a Graduate Trainee:

Essential:

· Degree (or waiting for results) in Law, Public Administration or similar subject area
· Fluent Welsh, the ability to conduct work in Welsh (oral and written)
· Excellent communication skills
Desirable

· Relevant work placement experience (voluntary or paid work)

· Demonstrate a commitment to justice, fairness and public service

As an Investigation Officer:

Essential:

· Ability to assess complicated information, recognising key issues in complex cases immediately, in order to make reasoned decisions on the evidence provided 

· Ability to plan and prioritise work accordingly to meet timescales and produce a high volume of work 

· Ability to seek out facts, analyse information, take witness statements arrive at a conclusion and make sound reasonable recommendations 

· Strong ability to adapt to change and absorb new information and legislative change quickly 

· Excellent administrative skills 

· Excellent interpersonal skills and telephone manner 

· Excellent written and oral communication 

· A good team member but with the ability to act on own initiative

· Absolute discretion and an understanding of the need for confidentiality 

· Proven competence with computers including Microsoft Office 

Desirable:

· Broad knowledge and understanding of the Ombudsman’s jurisdiction, and of the operation of relevant legislation and complaints procedures (or an ability to gain this understanding).  

· Full (clean) driving license willing to drive to undertake work/role
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