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Job Description

Group Director of Customer Experience


Reports to:	Chief Executive

Responsible for:          	Housing Management; ACHA’s Customer Service Centre; Care and Support services; Information Technology; Transformation; and Business Improvement.

Job Purpose

The Group Director of Customer Experience is accountable for the strategic leadership, and operational performance of the Association’s Customer Service Centre, Housing and Estate Management Teams, Care and Support Teams, Information Technology, Transformation and Business Improvement Teams. The postholder will set the strategic direction for service excellence, strengthen organisational capability and deliver sustained improvement in customer outcomes, operational effectiveness and value. The Group Director will provide assurance that the portfolio meets its statutory and regulatory obligations, delivers agreed performance and financial outcomes, and advances the Group Corporate Strategy, Operational Business Plan and Believe and Achieve values.

As a member of the ACHA Group Senior Management Team, the Group Director of Customer Experience will help to shape corporate strategy and provide authoritative advice, constructive challenge and assurance to the Chief Executive and Board of Management. The role carries executive accountability for landlord services, housing management, support services, customer solutions and the end-to-end customer experience.

Working collectively with Senior Management Team colleagues, the Director will lead on the Group’s transformation programme and the implementation of the Group’s Target Operating Model, embedding a high-performance culture in which customers and colleagues are valued, empowered and accountable.


Main Objectives of Post

· Set the strategic direction for customer experience, ensuring the ACHA Group delivers consistently excellent outcomes for tenants and other customers.
· Provide visible executive leadership across customer-facing and operational services, embedding the Believe and Achieve values and a culture of accountability, collaboration and high performance.
· Direct the strategic development and continuous improvement of housing, estate management, care and support, customer service, information technology and business processes, informed by customer intelligence and stakeholder insight.
· Provide the Chief Executive, Board of Management and Senior Management Team with strategic advice, robust performance intelligence and assurance across the portfolio.
· Maintain effective governance and executive oversight, ensuring compliance with corporate policy, statutory and regulatory obligations, approved budgets and best-value principles.
· Partner with the Group Director of Assets to provide strategic assurance that the housing portfolio is managed, maintained and invested in accordance with legal duties, regulatory standards and recognised good practice.
· Harness customer intelligence, performance data and digital capability to redesign services, strengthen control, increase organisational capacity and deliver measurable improvements in efficiency and outcomes.
· Exercise strategic oversight of information technology, cyber security, data governance, business continuity and digital services, ensuring resilience, security and alignment with corporate priorities.
· Sponsor transformation and business improvement programmes, establishing clear governance, investment priorities, benefits ownership and measures of success.

Principal Duties

Strategy, Policy and Governance
· Create a clear line of sight between frontline activity and delivery of the Target Operating Model, Operational Business Plan and Corporate Strategy.
· Contribute to corporate strategy, risk management, business planning and policy development, and report performance, risk and assurance to the Chief Executive and Board of Management.
· Provide clear, impartial advice on strategic and operational matters affecting customer experience and service delivery.
· Ensure services comply with legislative, regulatory, constitutional, financial and professional requirements.
· Build productive relationships with customers, communities, partners, regulators and other stakeholders, representing ACHA effectively.

Leadership and People
· Provide visible, accountable and collaborative leadership, translating strategic priorities into clear objectives for teams and individuals.
· Delegate appropriate authority, align resources with organisational priorities and hold direct reports accountable for delivery.
· Coach and develop leaders, support succession planning and provide timely, evidence-based feedback on performance.
· Promote an open, inclusive and trusting culture that encourages collaboration, constructive challenge and continuous learning.
· Ensure colleagues have the support, wellbeing arrangements, training and resources required to work safely and effectively.
Customer, Housing and Neighbourhood Services
· Lead the Customer Service Centre, housing and estate management, care and support, neighbourhood and customer solutions services to agreed quality, performance and budget standards.
· Develop customer-focused policies, service standards and operating frameworks informed by customer insight, consultation and good practice.
· Promote meaningful tenant and resident participation and ensure customers can influence the design and improvement of services.
· Use performance data to identify the causes of dissatisfaction, target resources, evaluate interventions and demonstrate measurable improvement.
· Ensure effective income collection, tenancy management, estate services, antisocial behaviour responses and efficient re-letting of homes in partnership with Property Services.
· Establish robust systems for monitoring individual, team and service performance, addressing audit actions, conflict and underperformance promptly.

Transformation, Digital and Improvement
· Lead strategic transformation initiatives from planning through implementation, benefits realisation and successful adoption.
· Develop local Believe and Achieve Hubs in line with the Target Operating Model, Business Plan and Corporate Strategy.
· Champion digital services and customer choice, including appropriate channel shift and self-service, while ensuring services remain accessible and responsive.
· Promote innovation and effective digital product ownership, using technology and data to improve efficiency, capacity and customer experience.
· Maintain effective service improvement plans and ensure changes are governed, resourced and evaluated.

Planning, Finance and Control
· Develop directorate plans and budgets aligned with corporate priorities, maintaining effective financial control and delivering value for money.
· Work with Property Services, Finance and Senior Management Team colleagues on investment, development and operational planning.
· Ensure service planning reflects information technology, financial, quality assurance, statutory and national performance requirements.
· Prepare clear reports, presentations and information for the Board, committees and colleague groups as required.

Health, Safety and Organisational Values
· Ensure effective health and safety arrangements are in place across all areas of responsibility, with risks assessed and controlled and colleagues competent to work safely.
· Live and actively promote the Believe and Achieve values so that every customer and colleague feels valued and able to achieve their full potential.
· Promote equality of opportunity, respect diversity and ensure these principles are reflected in employment and service delivery.
· Discharge any other responsibilities commensurate with the seniority, authority and strategic purpose of the role.

Additional Requirements

Adopt a flexible approach to priorities and attend meetings outside normal working hours where required to meet organisational needs.
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