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Job Description
Correspondence Officer

	Service:
	Education Improvement
	Team:
	Access to Education 

	Location:
	Lancashire (Agile / County Hall)

	Salary range:
	£32,061 - £36,363
	Grade:
	7

	Reports to:
	North Pupil Access Officer 
	Staff responsible for:
	None 



	Job Purpose

	The Correspondence Officer is a key role focused on strengthening the quality, consistency and timeliness of written communication within Education Improvement. The post holder is responsible for ensuring that all correspondence, including complaints, MP and councillor enquiries, statutory responses and complex case communications, are handled professionally, accurately and sensitively, in line with legislative requirements and corporate standards.
The role supports service improvement by ensuring that learning from complaints, feedback and formal correspondence is captured and used to inform policy development, operational practice and strategic decision‑making across Education Improvement.
The post holder works collaboratively with officers, managers and partner services to ensure that written communication reflects agreed policy, statutory guidance and council priorities, and that responses are clear, defensible and appropriate for the intended audience.


	Accountabilities/Responsibilities

	The accountabilities outlined below provide an overview of the scope and level of work expected in the role. This is not an exhaustive list and flexibility is required to support service delivery and organisational priorities.
Correspondence & Casework
· Act as a central point of expertise for complex correspondence within Education Improvement, including complaints, statutory representations, MP and councillor enquiries, and multi‑agency responses.
· Draft, quality‑assure and coordinate responses to ensure they are accurate, legally robust, empathetic where appropriate, and compliant with council standards and statutory requirements.
· Support officers and managers to prepare clear, consistent written communication on sensitive or contentious matters, ensuring agreed messaging is maintained across the service.
· Monitor correspondence workflows and escalation points to ensure timescales are met and risks are identified early.

Complaints, Feedback & Learning
· Support the handling of corporate and statutory complaints within Education Improvement, ensuring responses meet procedural requirements and reflect service learning.
· Identify themes, trends and root causes arising from complaints, correspondence and feedback, and produce concise reports to inform managers and support service improvement activity.
· Work collaboratively with colleagues to ensure learning from correspondence and complaints is shared and embedded into policy, guidance and operational practice.
Policy, Governance & Compliance
· Ensure correspondence reflects current legislation, statutory guidance, council policy and Education Improvement procedures.
· Support responses to Freedom of Information requests and Subject Access Requests, working with relevant colleagues to ensure compliance with GDPR and information governance requirements.
· Contribute to the development, review and maintenance of written guidance, template letters and response frameworks used across Education Improvement.
Communication & Engagement
· Promote consistent, high‑quality written communication across the service, supporting officers to improve clarity, tone and accessibility for different audiences including parents, schools and partners.
· Work with service leads to ensure key messages are communicated accurately and appropriately, particularly during periods of change, scrutiny or heightened public interest.
General
· Maintain accurate records and tracking systems for correspondence, complaints and associated actions.
· Contribute to cross‑service working and meetings as required, representing the Education Improvement perspective on correspondence, complaints and service quality.
· Undertake other reasonable duties consistent with the grade and purpose of the role


	Other

	
· Equal Opportunities
We are committed to achieving equal opportunities in the way we deliver services to the community and in our employment arrangements. We expect all employees to understand and promote this policy in their work. 

· Health and safety
All employees have a responsibility for their own health and safety and that of others when carrying out their duties and must help us to apply our general statement of health and safety policy. 

· Customer Focused
We put our customers' needs and expectations at the heart of all that we do. We expect our employees to have a full understanding of those needs and expectations so that we can provide high quality, appropriate services at all times.



	Our Values

	
We expect all our employees to demonstrate and promote our values:

· Supportive
We are supportive of our customers and colleagues, recognising their contributions and making the best of their strengths to enable our communities to flourish.

· Innovative
We deliver the best services we possibly can, always looking for creative ways to do things better, putting the customer at the heart of our thinking, and being ambitious and focused on how we can deliver the best services now and in the future.

· Respectful
We treat colleagues, customers and partners with respect, listening to their views, empathising and valuing their diverse needs and perspectives, to be fair, open and honest in all that we do.

· Collaborative
We listen to, engage with, learn from and work with colleagues, partners and customers to help achieve the best outcomes for everyone.




	

Person Specification
Correspondence Officer


Your ability to meet the job requirements will initially be assessed by the information provided on your application (A) but further assessment will be undertaken at interview (I) and, in some cases, by using other types of assessments (T). 

	Qualifications
Essential
· Educated to Level 3 or above, or equivalent demonstrable experience in a role involving complex written communication, correspondence handling or complaints management.
(A / I)
Desirable
· Relevant qualification or training in public administration, complaints handling, communications, education services or information governance. (A/I)

	Experience 


	
Essential
· Significant experience of drafting, coordinating or quality‑assuring complex written correspondence within a public sector or comparable organisation.
(A / I)
· Experience of handling sensitive, contentious or high‑risk correspondence, such as complaints, escalated enquiries or representations from external stakeholders.
(A / I)
· Experience of working to statutory, corporate or service‑level timescales, prioritising workload and managing competing deadlines.
(A / I)
· Experience of working collaboratively with officers and managers to ensure correspondence reflects agreed policy, legislation and organisational position.
(A / I)
· Experience of maintaining accurate records and audit trails to demonstrate compliance with corporate processes.
(A / I)
Desirable
· Experience of correspondence within education or children’s services, including complaints, attendance, exclusions, SEN, admissions or safeguarding‑related communications.
(A / I)
· Experience of identifying themes, trends or learning from correspondence or complaints to inform service improvement.
(A / I)

	


	 Knowledge.
Essential
· Knowledge of the principles of effective complaint handling and public‑sector correspondence, including tone, accuracy and defensibility.
(A / I)
· Understanding of the need for confidentiality, data protection and information governance, including GDPR principles.
(A / I)
· Awareness of the importance of clear, accessible communication for different audiences, including parents, schools, partners and elected members.
(A / I)
Desirable
· Knowledge of Education Improvement functions and the statutory context in which local authority education services operate.
(A / I)
· Awareness of Freedom of Information and Subject Access Request processes within a local authority setting. (A / I)

Skills & Abilities.
Essential
· Excellent written communication skills, with the ability to produce clear, well‑structured and accurate responses tailored to different audiences.
(A / I / T)
· Ability to analyse complex information and translate it into concise, balanced and appropriate written responses.
(A / I)
· Strong organisational skills, including the ability to manage multiple pieces of correspondence simultaneously and meet deadlines.
(A / I)
· Ability to exercise sound professional judgement, particularly in sensitive or high‑profile cases.
(A / I)
· Ability to work confidently both independently and collaboratively as part of a multidisciplinary service.
(A / I)
Desirable
· Ability to support others to improve the quality, consistency and tone of written communication.
(I)
· Ability to produce short reports or summaries highlighting learning and improvement actions from correspondence and complaints.
(I)

	Other essential requirements

	· Commitment to equality and diversity.

	· Commitment to health and safety.

	· Display the LCC values and behaviours at all times and actively promote them in others.
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