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Responsible for managing and overseeing the delivery of an excellent experience for customers across all channels; identify barriers to excellent customer experience and collaborate with business leads to identify remedies and solutions. Ensure achievement of customer performance indicators within area of operation. Customer Services Operations Manager

									
What are my key responsibilities?

To take responsibility for the provision of excellent customer services and achieve high levels of customer satisfaction regardless of the channel used; challenge existing processes and work cross functionally to produce recommendations and plans for new ways of working. 

Maintain and enhance a suite of KPIs to measure and report on Customer Services performance across all communication channels. Report and analyse first point of contact resolution and avoidable contact rates, developing recommendations for improvement.

Build effective working relationships with colleagues in our Home Maintenance Service (HMS), proactively look for improvements in our service to customers and work with HMS to troubleshoot any problems that arise.

Lead our customer resolution team, ensure complaints are minimised through the early resolution of customer dissatisfaction.

Be responsible for Customer Care Liaison, which is the resolution of defects in our new build homes; report performance and liaise with our Development Team to ensure the resolution of outstanding repairs issues.

Excellent execution and day to day delivery of all KPI’s in line with customer and business needs resulting in quality customer experience across all channels.

Provide support and leadership to the frontline managers of our Customer Service team; ensure effective line-management takes place in accordance with our Performance Management Framework. 

Support the implementation of key business improvement initiatives, supporting other teams and departments to deliver the objectives of the business by delivering first point of contact resolution.

Working with the Business Excellence Team, understand the barriers to delivering excellent customer services and drive continuous improvement activity across the customer operation.

Develop the Customer Service team to become multi-channel customer services experts.

Ensure sufficient colleague capacity and optimal productivity to manage call volumes and provide market leading customer service standards. Manage the Front of House reception service, evaluating current working practices and developing recommendations for improvement whilst maintaining a high standard of Customer Service. 

Ensure the training needs of the team are constantly monitored and training is provided that supports the delivery of a high-performing customer service offer. 

Be responsible for business continuity planning for customer and planning services. Linking in with our business continuity lead to plan effectively the continuation of services and highlight all risks to the senior leadership.

Maximise people engagement and advocacy through effective and visible leadership.

Use data to continuously improve the customer service experience and meet our organisational objectives.

Use customer insight and analytics to understand customer contact behaviour and channel choice.  

Promote digital as the preferred way for customers to interact with whg and where appropriate recommend new ways of working. 

Support our customer contact model by redesigning existing customer services, developing and implementing the services around the needs of the customer and our ambition to resolve customer enquiries at the first point of contact.

Lead and work closely with key business leads and other key stakeholders in the procurement of new services & technology.

Engage with and be curious about the development of new technology that could enhance our customer experience. Act as a subject matter expert in the use of 8x8 omnichannel technology.

Instigate and embed new service delivery ideas through appropriate channels and cascade relevant information to Teams as appropriate.

Promote the equalities agenda within whg and the Customer Services Team.

Review working practices on a regular basis, ensuring continuous improvement and a high level of service to our customers.

Work in accordance with whg policies and procedures.

Act at all times in the interests of whg and its customers.

Actively promote and demonstrate whg’s values.
										
Relationships

Supervisory/management responsibility for the Assistant Managers (Customer Services) and Customer Service Performance Analyst is attached to this post.

Post holder reports directly to the Assistant Director of Housing – Customer.

Within the Company: HMS, Business Excellence, Customer Services, IT and any other wider whg teams.

As Customer Services Operations Manager you will need to develop and maintain effective working relationships which will enhance service delivery, working collaboratively with teams in your designated area of responsibility and the wider organisation
								
Role Requirements:

You must have:  
· The ability to work under pressure, possess a can-do attitude towards work and possess good interpersonal skills.
· A passion for Customer Services and driving service improvements along with transforming and growing the business. 
· A strong track record of leadership with an ability to get the very best out of people.  
· Demonstrable experience of successfully implementing change & efficiency programmes in the Customer Services arena 
· Significant experience of running a busy multi-channel customer contact centre.
· Ability to work flexibly and collaboratively with managers from across the business 
· Strong influencing, advocacy and negotiation skills.
· Self-awareness, empathy, respect and integrity.
· Excellent verbal and written communication skills. 
· An understanding of current best practice in the field of digital customer interactions.
· Experience of financial management and programme management.
· Experience of working successfully to deadlines and managing multiple priorities simultaneously. 
· Demonstrable experience of driving up performance, innovating and utilising new technology.

Ideally you will also:
· Have a Level 4 Certificate in Housing or be willing to work towards and hold CIH membership.
									
whg’s values and behaviours 

At whg we have an ambitious aim to be an exceptional place to work that attracts, develop and retains talent. We recognise that our success as a business depends largely on the quality and commitment of our colleagues; our values set out in our 2030 plan identify the behaviours that we expect all colleagues to display at whg. 
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Trustworthy
You can rely on us. We are honest in everything we do.
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Accountable
Taking responsibility for our actions and owning the delivery of our promises.
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Excellent
Striving to be the best and delivering the best outcomes for customers and the organisation.
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Respectful
Valuing people and treating everyone with empathy and fairness.
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Collaborative
Achieving great things by working together.




Please note that this job description is not part of a Contract of Employment nor can it be exhaustive.  It is a guide to the tasks and responsibilities envisaged for the post and, as such, will change and evolve to reflect the changing needs of whg.
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