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Job Description

Job Title:	Director of Customer Services 
Department/Section:	Customer Services
Location:	Head Office, Selkirk or other locations as required
Grade:	Grade I
Reports To:	Chief Operating Officer


Overall Purpose

To lead, inspire and develop the Customer Services Directorate to deliver high-quality, value for money customer-focussed services in accordance with SBHA’s strategy and business plans.   To champion service excellence and embed a customer-focussed culture across the organisation, driving continuous improvement and innovation to enhance the customer experience and build community capacity.  To be responsible for rental income of circa £25m.

Reporting to the Chief Operating Officer, the Director of Customer Services works collaboratively with the Executive Team and Strategic Leadership Team and contributes directly to SBHA’s wider corporate strategy, business planning and risk management.
Principal Accountabilities

Leadership
· Provide strategic and operational leadership across the range of housing, customer and neighbourhood services that meet Tenant expectations and SBHA’s corporate goals. 
· Embed the organisational values and create a positive culture of innovation, collaboration and continuous improvement, in which Team Members are empowered to deliver high quality services and value for money, working across traditional boundaries to achieve stronger outcomes and standards. 
· Maximise the effective use of existing and new digital technology to the benefit of Tenants and SBHA. 
· Embrace SBHA’s commitment to the principles of customer-back, ensuring customer insight, tenant scrutiny and community engagement is an essential part of service development.
· Ensure compliance with all relevant legislation, national standards and outcomes, alongside regulatory requirements, particularly those relating to customer experience and housing management responsibilities.  
· Undertake the role of Strategic Lead on Tenant Engagement, ensuring effective partnership working with tenant groups, including Scottish Borders Tenants Organisation.
· Ensure the importance of accurate customer and service performance information is embedded in the Directorate culture, providing suitable systems for the storage and reporting of such data and ensuring compliance with the use of these systems. 


Financial responsibility
· Accountable for the management of financial and people resources within the Customer Services Directorate, delivering value for money, attracting resources and minimising associated strategic risks. 
· Responsible for the collection of income and minimising empty homes rent loss, directing effective management and innovation and supporting effective cashflow.
· Accountable for delivering day-to-day Customer and Neighbourhood services within allocated budgets. Develops projects that attract external funding for service area related projects.  
· Ensure compliance with SBHA’s Rules and best practice in relation to procurement, contract management rules and financial probity. Ensure value for money when procuring services, developing feasibility studies and partnerships. 
· [bookmark: 5.1.1.1.10.3_Overall_responsibility_for_]Overall responsibility for the collation and updating of information on tenancies and housing applicants and for information sharing protocols that meet housing need and address customer service risks.   

Strategy 
· Champion the delivery SBHA’s One Team objective and collaborate with colleagues to drive forward leadership skills and talent management. 
· As leader in the Executive Team, provide corporate management of and strategic direction to SBHA, leading the organisation and engaging with, and reporting to, the Board and its governance structure.   
· Make strategic recommendations and decisions to develop, deliver and grow SBHA’s service offer and customer impact, improving the service satisfaction and be accountable for performance outcomes. 
· Pro-actively research new models of delivery and partnership and seek out external funding opportunities to improve the quality of life of tenants and communities. 
· Lead SBHA’s Tenant Engagement Strategy, ensuring investment relates to high levels of engagement for all Tenants and local communities.  
· Contribute to the development and implementation of Strategic & Business Plans, projects and programmes, taking a lead role on customer service-related strategies.  Ensure effective analysis of risk, compliance, new and emerging policy, legislation and best practice when forming future plans.
· Drive forward change to support the delivery of the SBHA Strategic & Business Plan. 

General
· Forge effective relationships and collaboration with partners to achieve a positive impact on communities. 
· Model and promote behaviours consistent with SBHA’s values and standards and observe and continually promote equal opportunities and diversity in compliance with Association policy. 
· Act at all times as an Ambassador for SBHA, and promote and represent the Association locally and nationally.
· Commit to continuous personal and professional development and keep abreast of emerging or new legislation, standards and best practice. 
· Carry out any other reasonable duties appropriate to this post, as requested by the Chief Operating Officer.
Contacts 

Internal:	Board, Chief Executive, Chief Operating Officer, Executive Team and SBHA Team.
External:	Tenants and other customers, Housing Associations, Local Authorities and public bodies, the Scottish Housing Regulator, the Scottish Government, Health & Safety Executive, National Bodies (SFHA, CIH etc.), Contractors & Suppliers and private and Third Sector Partners. 
Working Environment
You will be required on occasions to work outwith and in excess of normal working hours.  No additional payment will be made in this regard.   You will be required to work in locations outwith Head Office and to travel within and outwith the Scottish Borders area in order to perform your duties.
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PERSON SPECIFICATION

Job Title:       	Director of Customer Services			  
Department/Section:	Customer Services
Date:	June 2024

	


Requirement
	Essential
	Desirable 

	1. [bookmark: _Hlk168274933]Education & Qualifications
	
	

	Educated to degree standard, in a relevant discipline or able to demonstrate working at an equivalent level
	
	

	Relevant Professional qualification (e.g. MCIH.) and membership of a relevant professional body
	
	

	Evidence of continued professional development
	
	

	2. Experience & Knowledge
	
	

	Minimum 5 years senior leadership experience in customer service or housing sector, initiating and overseeing effective organisational and culture change within a service environment
	
	

	Demonstrable experience of successfully leading multi-disciplinary customer-focussed services, including working in high-demand, high-pressure services. 
	
	

	Strong track record of successfully developing high quality, cost-effective and high performing services that meets the needs of a diverse range of customers and stakeholders. 
	
	

	Experience of developing and delivering effective customer-facing strategies and programmes that meet corporate and service objectives.
	
	

	Extensive financial and budgetary control experience with the ability to make effective financial, investment, commissioning and procurement decisions and ensure effective income cash flow.
	
	

	Experience of identifying, developing and managing productive stakeholder and partnership relationships to meet organisational goals.
	
	

	Experience of working at a senior level with Boards and voluntary Committees.

	
	

	Strong knowledge of housing related legislation and policy, regulatory standards and best practice.


	
	

	3. Skills and Abilities
	
	

	Ability to lead, inspire, motivate and direct a diverse and professional workforce to deliver their best and work collaboratively to achieve strong outcomes.  
	
	

	Excellent people skills with the ability to work effectively with a wide range of people at all levels to deliver organisational ethics, values and common objectives.
	
	

	Strong strategic thinker with commercial acumen and the ability to effectively identify and manage risks 
	
	

	Highly committed to customer service excellence and demonstrable ability to drive forward continuous improvement
	
	

	Ability to innovate, capitalising on digital technology and service innovations. 

	
	

	An effective communicator with excellent report writing and presentation skills and the ability to communicate complex information clearly, to audiences with varied levels of understanding
	
	

	An effective decision maker and negotiator with a high level of analytical and influencing skills 
	
	

	An effective project and programme developer with the ability to translate strategic priorities into practical outcomes.
	
	

	A dynamic self-starter with the ability to plan and prioritise a diverse workload to meet challenging deadlines
	
	

	4. Other Requirements
	
	

	Awareness of equality issues and commitment to meet the Association’s Policy and codes of practice
	
	

	Committed, flexible and adaptable approach to work requirements
	
	

	Prepared to attend evening meetings with some overnight stays and travel
	
	

	Possession of a full UK driving licence with access to vehicle for business use
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