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	Job specification

	Head of Tenant Experience

	
	

	Job title – Head of Tenant Experience

	

	Responsible to Director of Housing and Tenant Experience 

Responsible for Tenant Experience Manager, Tenant Involvement Officer
	

	
	

	Purpose
	

	

	To lead, direct and oversees all aspects of Golden Lane Housing’s (GLH) tenant experience service, developing policies, objectives, and initiatives. The role will lead the delivery of the tenant involvement strategy through tenant, customer and stakeholder engagement ensuring that the tenant voice is heard, respected, and valued throughout GLH.
To deliver GLH’s strategic objectives ensuring Regulatory consumer standard compliance with Transparency, Influence and Accountability standard (including Tenant Satisfaction Measures) and legal compliance for all tenant experience services. Development of a customer-focused culture that delivers high-quality services and satisfaction for tenants and customers ensuring services are co-designed with our tenants and shaped by their feedback. 
As a member of the Leadership Team, to provide strategic direction and leadership for the delivery of exceptional customer experience across the entire customer journey achieving a high levels of tenant and customer satisfaction.
To lead, manage, monitor, and report on GLH’s complaint’s function ensuring complaints are dealt with fairly, efficiently, and respectfully meeting the Housing Ombudsman’s code. Report to the Executive all compliance, SLA’s, KPI’s, outcomes and learning. Support the formal engagement structures of the Board and Tenants Working Together Committee and More Voices More Choices Group.

	

	Location
	

	Homebased with weekly travel to Manchester Office





	Area of role and description
	Performance expectations

	Leadership and management
· To contribute to the development, implementation and review of GLH’s corporate strategies, annual delivery plans, policies and procedures.
· To be an active, effective and accountable member of the Leadership Team, supporting the Executive Team to deliver the corporate strategy goals within Our Plan.
· Development, implementation and delivery of the Tenant Involvement Strategy (plan).
· Responsible for achieving agreed Key Performance Indicators. Set, achieve and be accountable for operational performance indicators, including benchmarking performance externally and implementing plans for addressing areas of underperformance.  
· Effectively communicate relevant business and performance data within GLH and to tenants and stakeholders where appropriate. 
· Responsible for meeting Regulatory Consumer Standards for ​Transparency, Influence and Accountability Standard and statutory requirements and providing assurance against relevant standards. 
· Managing designated budgets, ensuring that value for money is achieved in all circumstances through the monitoring and control of expenditure and the early identification of any financial irregularity.  
· Ensure the procurement and contract award for the delivery of works, goods and services meeting GLH policies and  Regulations.
· Ensure compliance with organisational requirements for Data Protection, risk management, Safeguarding, Health & Safety and other legal and statutory requirements.
· Effectively lead individuals and team by coaching, supporting, and developing colleagues both individually and in teams to maximise engagement; personal development and growth; personal and team accountability and job satisfaction levels enabling retention of talent and delivery of  excellent services for customers.
· To promote GLH values and mutual expectations.
	
· Strategic Delivery Plan is in place and monitored 
· Tenant Satisfaction Measures and Complaint Performance are reported in line with Regulatory requirements
· Compliance with all relevant regulations and standards
· Produce high quality reports  for Executive, board and committees 
· Attend Leadership team meetings.
· Performance KPI’s are reported to Performance Scrutiny and Challenge meetings highlighting positive outcomes and plans to address under performance.
· Risk Registers are accurate and maintained and robust controls are maintained including the identification, management and reporting of risk.
· Tenant Experience services and involvement activities are delivered within agreed budgets.
· Team members are inspired to maximise their potential to deliver excellent service delivery to tenants and customers.
· Provide motivational leadership and support to managers and their teams ensuring clarity of direction, effective communication, and development of personal potential.
· Follow our values, mutual expectations and leaders framework.


	Stakeholder Relationship 
· To work closely with colleagues in other departments to ensure customer service and tenant engagement activity is properly managed and delivered at a corporate level and that other departments are fully involved in delivery.
· To deliver effective consultation and involvement with tenants, and other stakeholders enabling their participation, influence and scrutiny in services which affect them. 
· Develop manage and maintain effective partnership working arrangements with tenant representatives
	
· Collaborative working with peers and teams across GLH.
· Services reflect tenant feedback and the tenant voice is incorporated into service design.
· Positive stakeholder relationships are maintained.

	Service Delivery
· Develop and lead an effective and efficient multi-disciplinary Customer Resolution Centre offering a best-in-class service committed to resolving issues at the first point of contact. This includes a central administration function to support all GLH directorates.
· Lead, implement, and deliver the customer experience strategy to embed and achieve high levels of performance against a suite of customer strategies covering tenant and customer contact, tenant and customer satisfaction and tenant and customer engagement. Seek to improve the customer experience through the identification and resolution of pain points and opportunities across the entire tenant and customer journey.
· Deliver a “one team” approach to service delivery ensuring the individual needs of tenants and customers is met consistently with Tenant Experience being the first point of contact for our tenants and customers and that the team work in collaboration with all business functions, consistently delivering great end-to-end tenant experience across all stages, channels, and touchpoints in the tenant journey.
· Lead, embed and continuously improve the operational performance by monitoring performance against KPIs and insight to inform decision making and add value to drive improvements in terms of efficiency, cost, quality, and productivity. 
· Ensure compliance the Housing Ombudsman’s Complaint Handling Code and implement root cause analysis mechanisms that translate the learnings from complaints into robust actions in order to reduce recurring themes.
· Ensure that an effective customer engagement framework is in place and establish and maintain our tenant groups, so that tenants and customers can scrutinise our performance and influence the design and delivery of services.
· Ensure that the tenant and customer voice is heard at all levels of GLH, and our tenants have meaningful involvement at every level of the organisation building opportunities and links for tenants to be engaged with the board and the governance of GLH.
· Develop and manage GLH’s approach to ensuring compliance with the regulator’s consumer standards and ensure that we are up to date with excellent service innovations within and outside the housing sector.
· Lead and embed the Tenant Involvement Strategy ensuring organisational and statutory obligation are maintained and improved and to provide a range of formal and informal opportunities for tenants to engage.
· Lead GLH’s approach to front-end tenant and customer centred technology to adapt and modernise the tenant and customer experience.
· Take accountability for the day to day running of the GLH head office.
· Provide information about our tenant involvement work in a timely manner that is accessible and caters to all needs that will increase the number of tenants involved and develop the capacity of tenants to be involved in campaigns, events and provide opportunities for them to do so.
· Ensure compliance with organisational requirements for data protection, risk management, safeguarding, health & safety and other legal and statutory requirements.
· Develop the customer service offer and service standards for tenants.
· Managing the development and implementation of service improvements and initiatives to deliver innovative services that empower tenants. 
· Ensure effective systems are implemented and maintained to capture, manage and report relevant performance data accurately internally and to tenants and stakeholders. 
	
· KPI’s are achieved for complaints and tenant satisfaction
· Assurance is provided against service standards.
· Accurate tenant data metrics and vulnerabilities are maintained.
· Maintaining positive relationships with key stakeholders and legal third parties
· The tenant voice is embedded across all service design.




Personal Specification
Essential 
· Educated to NVQ Level 4 or above or willingness to achieve
· Experience of leading coaching high performing teams delivering exceptional levels of performance in a dynamic environment
· Knowledge and understanding of strategy, complaints, regulatory frameworks, and customer experience practices communications
· Experience of developing a quality driven learning and continuous improvement environment
· In depth experience of supporting tenants or customers to overcome a range of sensitive, challenging, and complex scenarios
· Desire to continually develop and seek opportunities for personal development and growth.
· Exceptional organisational and problem solving skills 
· Evidence of strong management, planning, project management and organisational skills
· Excellent communication, both written and verbal, influencing and negotiation skills, with the ability to produce high-level reports for various audiences.
· Experience of effectively setting and managing budgets and resources with a focus on value for money/return on investment
· Experience to develop and deliver operational plans that deliver corporate objectives 
· Experience of managing complex projects and initiatives. 
· Experience of leading and delivering change within an organisation. 
· Able to analyse and use complex data and deliver information to a range of audiences 
Desirable
· Experience of engaging people with a learning disability and autism
· Good understanding of social housing sector and associated regulations
· Experience in a management role ideally within a contact centre and/or regulated environment.
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