	Job title:
	Regional Resolution Manager


	Line manager:
	Head of Customer Resolution

	Grade (if applicable):
	2

	Direct reports:
	Complaint Investigators/Co-ordinators
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Role Purpose:  The Regional Resolution Manager is responsible for the effective, timely, and high-quality resolution of complaints, Member enquiries, and executive correspondence within their assigned region. 

The postholder ensures that residents, elected representatives, and stakeholders receive fair, consistent, and professional outcomes, while safeguarding Peabody’s regulatory compliance, reputation, and resident trust. 

The post holder will ensure that learning from complaints, Ombudsman determinations, and Member feedback is proactively communicated across regional team and leaders to drive service improvements.

Key results:
Complaint Resolution
· Ensure complaints are resolved fairly, consistently, and within policy and regulatory timescales.
· Maintain strong oversight of complaint investigations, response quality, and resolution effectiveness.
· Act as the regional escalation point for complex, high-risk, or sensitive cases.
· Ensure complaint outcomes demonstrate evidence-based decision-making and procedural fairness.
· Drive reductions in overdue complaints and preventable service failures.
· Ensure complaint handling supports effective service recovery and resident confidence.
Resolve issues pragmatically while addressing root causes and systemic contributors.
Member & Stakeholder Correspondence
· Ensure timely, accurate, and professional responses to MP and Councillor enquiries.
· Maintain high standards of written communication, clarity, and accountability in Member responses.
· Safeguard organisational reputation through balanced, and resident-focused correspondence.
·  Oversee regionally-owned responses to CEO correspondence with appropriate judgement and sensitivity.
· Build constructive, trusted relationships with elected representatives and their offices.

Learning, Prevention & Improvement
· Identify recurring complaint drivers, failure demand patterns, and systemic regional issues.
· Ensure learning from complaints and Ombudsman cases informs regional service adjustments.
· Track and drive completion of corrective and preventative actions within regional teams.
· Support a culture of accountability and continuous improvement across regional services.
· Reduce repeat complaints through early intervention and structural fixes.

Performance & Operational Oversight
· Maintain strong grip on regional complaint volumes, risks, trends, and performance indicators.
· Use data and case intelligence to identify emerging pressures or deterioration risks.
· Ensure consistent application of complaint policies, procedures, and governance controls.
· Provide clear performance narratives and insight to senior regional leaders.
· Anticipate delivery risks and intervene early where performance deviates.

Regional Leadership & Stakeholder Influence
· Act as a visible, credible leader representing the resolution function within the region.
· Build strong working relationships with Regional teams and central teams as required.
· Provide constructive challenge where service practices drive resident dissatisfaction or risk.
· Support cross-functional collaboration to resolve systemic service issues.
· Reinforce organisational standards, values, and resident-focused behaviours.

Success metrics:
· Percentage of complaints and enquiries resolved within timescales.
· Sustained reduction in overdue complaints and response delays.
· Quality assurance outcomes and response effectiveness measures.
· Reduction in repeat complaints, escalations, and failure demand.
· Timely completion of complaint-driven improvement actions.
· Positive feedback from Members, stakeholders, and senior leaders.

About you:
You are an experienced resolution leader with strong operational judgement, stakeholder credibility, and the ability to manage high-profile, sensitive, and sometimes contentious casework environments. You are comfortable operating at the intersection of resident experience, regulatory compliance, and reputational risk.

You will be:  
· A visible, credible, and confident manager and  leader.
· Calm and assured when managing complex or high-risk situations.
· Skilled at handling sensitive political and stakeholder correspondence.
· Highly organised, structured, and delivery-focused.
· Analytical and evidence-driven in decision-making.
· Committed to fairness, accountability, and learning.


You will have:

· Significant experience in complaints handling, investigations, or resolution environments.
· Proven experience leading, coaching, and performance-managing teams.
· Experience responding to MP, Councillor, or equivalent high-profile correspondence.
· Excellent written communication and drafting capability.
· Strong understanding of regulatory, policy, and governance frameworks.
· Strong stakeholder management and influencing skills.
· Sound judgement and risk awareness.
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