
Job details 
Band 6 Complaints support officer 
 
Organisation 
Health and Safety Executive 
 
Background and purpose of job 
 
HSE has agreed to the use of a risk- based approach in FOD for dealing with 
complaints from members of the public and employees about dutyholders, so 
that complaints are selected for investigation on the basis of the risks they 
present. The intention is to focus HSE’s time on dealing with higher risk 
issues. This would bring the way that HSE/FOD deals with complaints about 
dutyholders in line with the Enforcement Policy statement and Sensible Health 
and Safety themes. 
 
The Band 6 complaints support officer will support the Band 5 Complaints 
officers (whose role is to make judgements on the risk by using the risk filter 
to select complaints for follow up or investigation). The Band 6 officer will 
support the Band 5 complaints officers. The band 6 staff will take the initial 
details of the caller’s concern and identify if the issue is for HSE to enforce or 
not. The Band 6 will filter out those calls that do not meet the definition of a 
complaint and pass these details to the Band 5 for application of the risk filter. 
The Band 6 will complete any COIN action (including creating any new COIN 
records). The Band 6 role involves direct contact with complainants and 
dutyholders. 
 
Each division will have a single specialised complaints handling team and will 
include Band 4, Band 5 and Band 6 staff working together to support each 
other, develop productive working relationships within the team and share 
ideas and solutions within the team. 
 
 
About the role 
 The Band 6 Complaints support Officer is the principal contact for receipt 

of complaints. They will take the details of the caller’s concerns and 
identify whether the issue is for HSE and whether it meets the definition of 
a complaint.  

 The Band 6 will pass the details to the Band 5 for application of the risk 
filter. The quality of the information collected by the Band 6 staff for this 
process is very important. 

 The Band 6 member of staff could assist in the follow up a complaint at the 
request of the Band 5, for example, by contacting the dutyholder to obtain 
a response to the Band 5’s complaint follow up. 

 The Band 6 will update a spreadsheet, under the direction of the Band 5, 
to provide intelligence to the operational groups, for example on the details 
of complaints where no further action is being taken by HSE. 

 The role involves direct contact with complainants, dutyholders and HSE 
staff. The role requires excellent communications skills, both written and 
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Person requirements 
 
Core framework 
 
 Taking personal responsibility – manages own time and resources 

effectively  
 Being open and communicative – communicates openly, consistently and 

clearly  
 Valuing people – Works collaboratively and flexibly 
 Acting professionally - delivers quality and timely results   


