Job Description

	JOB TITLE:
	Head of Housing Service Centre

	GRADE:
	P

	POST NUMBER:
	Q040700266

	DIRECTORATE:
	Housing & Regeneration

	SERVICE:
	Neighbourhoods & Customer Services

	RESPONSIBLE TO	:
	Director of Neighbourhoods & Customer Services

	RESPONSIBLE FOR:
	Up to 6 direct reports

	


	This post requires a basic DBS Check 


	JOB SUMMARY:	
	To be responsible to the Divisional Director as a Head of Service to lead and manage the Housing Service Centre of approximately 58 staff, with responsibility for setting the strategic direction, planning and coordination of work.

To contribute to the embedding of the Council’s operating model and drive the Customer Access Strategy enabling channel shift for the organisation to achieve its priorities. 
Lead on delivering a first port of call for customer interactions coming into the Council’s Housing Management division and deliver an improved customer experience through successful, efficient, and professional transactions with the aim of resolution that will build our reputation and trust.
Deliver a challenging suite of performance indicators and service standards which balance timeliness, quality, and first-time resolution to deliver a best-in-class service 
Be an exemplary lead for customer service change initiatives to develop and deliver the service 

	ROLE REQUIREMENTS:
	

	1. 
	Responsible for strategic and operational delivery of the Housing Service Centre for the Council’s Housing Management Division


	2. 
	Lead on the delivery of the organisation’s Customer Access Strategy and Target Operating model to enable the division to achieve its priorities.

	3. 
	Use organisational and sector insight to shape the organisation’s business analytics with the aim of connecting people, customer data with performance data to support the business in its decision-making. 

	4. 
	Sponsor and evaluate delivery of customer service projects across the organisation.

	5. 
	Develop and implement commercial and income-generation strategies that increase sustainable revenue, reduce voids and arrears and improve occupancy across non residential assets across the Council’s housing estates

	6. 
	Develop strong and trusted partnerships with the organisation’s senior leaders, leading the resolution of complex customer experience issues, confidently challenging leaders based on own professional expertise, and joining up effectively with other functions to provide pragmatic solutions.

	7. 
	Maintain a long-term view of the organisation’s direction; shaping, reviewing, and aligning service activity to ensure cost-effectiveness

	8. 
	Lead the housing service centre management team to actively manage a professional, proactive, adaptable, and responsive service based on long-term view of requirements, addressing issues to ensure collaborative delivery of services and continuous improvement.

	9. 
	Keep abreast of regulatory and policy matters relating to the management of social housing and apply this in the execution of the role

	10. 
	Keep abreast of industry best practice and technology advances to ensure the service is always comparable with bench marking upper quartile 

	11. 
	Support a culture of learning so that there is shared understanding of brilliant customer service, alongside a commitment to explore innovation and be creative.

	12. 
	Support colleagues in comprehensive methods of customer involvement and feedback which enables the organisation to listen to customers and respond to their needs appropriately.

	13. 
	Implement and embed effective Lean methodologies that evoke and enable the business to rethink and redesign its processes in respect of customer experience, ensuring that the organisation grows and overcomes challenges to the delivery of great customer experience

	14. 
	You will be required to undertake such activities as appropriate to the role and in your capacity as a Head of service. This includes participating in the Housing Emergency Call Out rota.

	CORPORATE RESPONSIBILITIES
	

	1. 
	Actively contribute to the council’s priorities and outcomes in a way that promotes a ‘one organisation’ approach.

	2. 
	Develop and maintain positive relationships with colleagues, stakeholders and communities to ensure the council and the directorate strategic priorities are effectively implemented.

	3. 
	Promote equality among all staff and ensure that services are delivered in a non-discriminatory way, that is inclusive of all disadvantaged groups.

	4. 
	Support organisational change and learning, following and implementing appropriate systems of self-development, communication and engagement, quality measures, monitoring and review in delivering the functions of the role.

	5. 
	Promote sustainability, including encouraging a culture of innovation and accountability amongst all council staff.

	6. 
	Adherence to the council’s commitment to the health, safety and welfare at work policy
· arranging, where necessary, additional health and safety guidance and procedures to cover specific work activities, in addition to corporate arrangements
· holding staff accountable
· ensuring risk assessments are carried out, reviewed and shared with all appropriate staff
· ensuring staff receive adequate information, instruction, training and supervision
· cooperate with trade union/safety representatives and attend relevant meetings.


	7. 
	Deputising for the Director of Neighbourhoods as and when required.

	FINANCE
	

	8. 
	Manage assigned budgets effectively ensuring value for money and expected business outcomes

	9. 
	Proactive management contracts/ frameworks to achieve optimum, best value services.

	SERVICE
	

	10. 
	Lead on relevant service and policy development and implementation to meet any changes in legislation, regulatory requirements, legal precedents, and best practice, ensuring that all policies and procedures are compliant

	11. 
	Use Customer Insight and Root Cause Analysis to identify improvements which drives down repeat contact and increases first time resolution 

	12. 
	Champion the use of data and insight in driving change, demonstrate return on investment and capturing and communicating achievements and learning from the continuous improvement process.

	PERFORMANCE
	

	13. 
	Manage the operational performance of the Housing Service Centre to deliver a best-in-class service, meeting all KPIs and within budget.

	14. 
	Drive customer first approach and develop a strong performance culture and commitment to customer satisfaction (tenants and leaseholders), 

	15. 
	Manage resource planning of the service ensuring that resource is fully utilised, and any contact demand is effectively covered.

	16. 
	Stakeholder management including SLA’s and protocols as appropriate, to ensure a seamless front office – back-office transition

	17. 
	Attend meetings of Housing Cabinet Sub-Committee, Scrutiny and or Tenant’s Voice as appropriate.

	18. 
	As a member of the Senior Management Team, participate in out-of-hours emergency call-out arrangements as required

	19. 
	Carry out other reasonable ad hoc duties commensurate with the expectation of the post as directed by the Director of Corporate Director



OTHER CONDITIONS: 

To maintain personal and professional development to meet the changing demands of the job and participate in appropriate training/development activities including the council’s ‘My Annual Review’ scheme. 

To engage and develop all staff in the team to ensure they have clear personal development plans.

Ensure that all duties and responsibilities are discharged in accordance with the council’s policies and procedures, Code of Conduct and relevant regulations and legislation. 

To comply with the council’s equal opportunities and diversity policies ensuring anti-discriminatory practice within the service area.

To undertake additional duties that may arise from time to time commensurate with the grade of the post.




























Person Specification
	Person Specification for the Post of
	
	
Essential (E)
or
Desirable (D) (if applicable)

	
Method of Assessment
A= Application Form
T= Test
I= Interview

	Knowledge


	· A thorough understanding of current best practice across the whole range of customer experience disciplines.
· Understanding and insight into property/housing management related functions.
· Understanding of the communities living in Tower Hamlets and their diverse needs.
· An in-depth understanding of and demonstrable commitment to equality and diversity practices.

	E





E




E



E
	I/T

	Qualifications
& Experience
	· A relevant professional qualification/professional membership, such as Institute of Customer Services, Prince2 project management, Lean Systems Thinking or relevant experience of leading transformation in a customer focussed environment.
· Experience of managing teams to achieve high performance targets and excellent customer service
· Strong people skills, able to inspire, lead, and influence a range of stakeholders and proven ability to instigate and facilitate change
· Experience of using data insight and customer segmentation to transform and reposition services, including digitalisation of service deliver
· A CIH Level 5 qualification or the willingness to achieve one within 3 years
	D





E





E





E




E
	A





I





I





I




A

	Living the TOWER Values sets out the essential behaviours required of all staff.

	We work TOGETHER across boundaries and with partners to achieve the best outcomes for Tower Hamlets

	Building relationships 
Must be able to lead and 
support positive working 
relationships across the 
council and with partners to 
optimise outcomes. 

Collaborating 
Keep abreast of changes in 
the external environment 
which impact on delivery and seek collaborative solutions 
to achieve the best 
outcomes
	E
	A/I/T

	We are OPEN and transparent

	Managing change 
Strongly facilitate with various stakeholders to deliver the pace of change required for the further success of Tower Hamlets 

Being approachable 
Must be approachable and seek regular internal and external feedback from people to improve how they do things and shape strategy and organisational improvement
	E
	A/I/T

	We are WILLING to challenge, innovate and be accountable

	Being accountable 
Take accountability for leading the organisation in being ambitious and delivering high standards 

Improvement and 
Innovation 
Encourage innovation and commit resources for entrepreneurial ideas to achieve better outcomes
	E
	A/I/T

	We empower each other to be EXCELLENT and go the extra mile

	Having purpose & personal motivation
Drive others to get excited about Tower Hamlets purpose, strategy, values and goals and how they can make a difference 
Being empowered 
Be able to delegate decision making where appropriate, whilst supporting and managing organisational risk
	E
	A/I/T

	We RESPECT all communities; they are the heart of everything we do

	Learning from customers Use customer data to shape strategic direction of the organisation to optimise outcomes 

Respecting diversity and being inclusive 
Seek ways to harness the opportunities presented by the diverse workforce and community
	E
	A/I/T

	Additional Requirements
	To meet exceptional business needs a willingness to work outside of contractual hours in the evenings and weekends with notice, unless there is good reason where this is not possible.

To comply with the 
requirements relating to 
political restrictions for this 
role.
	E
	A
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