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HGL 406
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	JOB DETAILS
	

	
	Job Title:  Customer Service Manager (Live Smart)

	Date:  


	
	Reports to:   
Head of Customer Service
	REF:
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	JOB PURPOSE
· To lead and manage a team of Customer Service colleagues in delivering excellent customer services to circa.2000 customers within a defined area and to defined customer measures, performance metrics and outcomes (service standards, timescales and budgets).  Customers will be a mix of general needs and Live Smart@Home.
· To work in partnership with stakeholders and partners in an area to ensure coordinated service delivery to customers and ensure quality of life and neighbourhood

· To work to continuously improve services and meet challenging targets and obtain best value for customer’s rents

· To engage with other Home services in the local area to ensure Home delivers integrated services
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	DIMENSIONS

· Manage a team of 4-6 people creating a positive customer orientated environment as the front face of service delivery
· Think innovatively and creatively about the way services are delivered and contribute to new thinking

· Empowered to make decisions at the front line on issues that affect customers and require speedy resolution to ensure efficient delivery of services and results

· Regular performance measurement and management against regulatory and internal targets, including service standards, budgets and securing continuous improvement/efficiency

· Managing a budget circa £8m, ensuring each element is scrutinised from a zero basis and services are costed effectively
· Patch size of approximately 2000 customers
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	ORGANISATION CHART
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	KNOWLEDGE, SKILLS AND EXPERIENCE REQUIRED

Member of CIOH and educated to degree level or ability to demonstrate extensive knowledge and senior leadership experience of all functions within housing management and substantial experience of working in Housing services and/or the Private Rented Sector.
Has extensive knowledge and ability to make the links between housing services and capacity building in communities to protect communities and our investment in them

Extensive problem solving skills in a customer orientated business

Experience of managing and motivating colleagues to deliver excellence

Experience of preparing work-plans based on a forward strategy

Experience of managing budgets within a value for money environment and challenging costs.

Ability to deliver operational elements of CS Plan in line with Homes overarching strategy

Excellent verbal, written and report writing skills 

Ability to recognise opportunities to improve the business for the benefits of customers

Understand the positive benefit of neighbourhood work and its impact on service delivery
Ability to undertake robust analysis of performance and undertake positive measures to ensure challenging targets are met.

Ability to network and work with stakeholders and partners locally where it leads to a joined up approach in neighbourhoods ultimately benefiting our customers

Extensive experience of dealing with and advising on solutions to ASB in residential settings.

Knowledge of the law as it applies to ASB and tenancy management. Experience of managing and motivating colleagues to deliver excellence
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	KEY RESULT AREAS

· To effectively manage performance of a team of staff, recognising and organising development training when required to ensure colleagues have the necessary skills to deliver a quality service to customers.

· Lead and support the team in meeting and exceeding targets set to improve all housing management services including allocating properties and processing applications, rent collection, debt collection generally, income maximisation for both customers and Home, void turnaround ,estate management and anti social behaviour reduction

· Be responsible for the creation of suitable advertising and marketing material to promote Live Smart@Home and it’s product to it’s target customers.

· Contribute to the annual operational plan ensuring service improvement is at its core based on local experience

· To prepare and present reports on Customer Services related issues to the Live Smart@Home Board.

· Foster good relations with local customers and work in partnership for the benefits of neighbourhoods

· Plan improvements locally and as part of the wider Government office team to continuously improve service delivery and response times.

· Formulate service budgets from a zero base to effect service improvement through efficiency gains

· Use customer insight to develop new and improved services appropriate for the customer and the neighbourhood.

· Ensuring ASB responsibilities are achieved within deadlines.

· Customer satisfactions KPI in relation to ASB are achieved.

· Neighbourhood satisfaction indicators increased

· Colleagues feel confident in dealing with ASB issues.
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	COMMUNICATIONS AND WORKING RELATIONSHIPS

Your main contacts will include:

Internal: 
Fellow CSM’s and Head of Service

Colleagues in GOR
Stonham colleagues (where present)

External: (to include, but not be limited to)

Local Stakeholder and partners

Lettings Agents

Voluntary Agencies

Local councillors

Local Authorities and individual services within
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	SCOPE FOR IMPACT

Detailed below are the significant aspects of the job outside of the key result areas

Improving customer satisfaction and neighbourhoods as a result of robustly managing performance in the area
Acts as the conduit for resolving potential issues and complex problems by drawing on the wider expertise within the Group for the benefit of local customers and colleagues

Actively review current and potential competitor activity and appraise its impact on existing stock.

Act as Home’s specialist in the management of sub-market rented accommodation.

Gains buy in from colleagues in achieving local aims by clear objective and work planning and motivational leadership

Ensures a local integrated service by communicating and sharing knowledge and ideas with colleagues in other services particularly neighbourhood and maintenance ,but not exclusively
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	CORPORATE RESPONSIBILITIES

Apart from a responsibility for your own health and safety and welfare ensure colleagues under your supervision perform their duties with due regard to Groups policies.
Plan and develop colleague training through work planning and objective setting meetings to ensure all colleagues have the necessary training to undertake their posts 

Promote equality and diversity as an integral part of working at Home and lead by example

To undertake project work which will benefit North and Customer services in general as requested by your line manager commensurate with the level of your post
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	JOB DESCRIPTION AGREEMENT
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