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PERSON SPECIFICATION


Job Title:           	Group Director of Customer Experience

Department/Section:	Customer Experience


	     Director Skills 
	Essential 
	Desirable 

	     A minimum of 5 years’ experience in service leadership roles with proven experience in delivering strategic plans 
	✔ 
	 

	     High level of emotional intelligence and customer empathy
	✔
	

	     Skilled in driving, developing and implementing robust customer services policies and procedures
	✔
	

	Excellent training, coaching, and mentoring skills
	✔
	

	     Customer-focused mind-set, with a commitment to continuous improvement 
	✔ 
	 

	     Excellent interpersonal skills, personal resilience and ability to deal effectively with challenges 
	✔ 
	 

	Ability to drive and meet targets/key performance indicators
	✔

	

	     Good awareness of the diverse needs of customers, and ability to profile information to tailor service provision 
	✔ 
	 

	     Ability to be commercially minded in the design and delivery of customer solutions 
	✔ 
	 

	     Ability to analyse and interpret customer intelligence and allow it to drive actions 
	✔ 
	 

	     Strong project management skills and experience of delivering projects in a collaborative approach, working constructively with other departments to enhance customer experience
	✔

	

	     Deep understanding of data analysis, translating customer feedback into actionable improvements
	✔

	

	      Strong analytical and problem-solving abilities
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	✔
	



	Director Knowledge
	Essential 
	Desirable 

	      Educated to degree level
	✔
	

	      A professional member of the Chartered Institute of Housing or other relevant professional body
	✔

	

	     Knowledgeable about industry trends and best practices
	✔

	

	Evidence of continuing professional development
	
	✔


	      Knowledge, understanding and ability to deliver all regulatory requirements 
	✔

	

	      Knowledge and experience of social housing. Range of operational housing management functions
	✔

	

	      Budget management and financial acumen 
	✔
	


 
	     Director Requirements
	Essential 
	Desirable 

	     This role is hybrid therefore: 
· A full UK driving licence and access to a vehicle for business use is required 
· The job holder must be prepared to travel and work in other areas of Argyll & Bute when required  
	✔

	 

	     Ensure all statutory and Association regulations are followed, including Health & Safety, in order to protect customers, employees and the business interests of the Association
	✔

	 

	     Comply with and promote the Association's Vision and Values, Code of Conduct and professional standards by behaving in a professional manner at all times
	✔

	 

	     No role profile can cover every issue which may arise within the post at various times and the post holder is expected to carry out other duties from time to time which are broadly consistent with those described
	✔

	 

	     Proven expertise in a leadership or managerial role, exhibiting exceptional communication and interpersonal skills to manage and inspire a team effectively
	✔
	

	Ability to inspire and gain the confidence of others
	✔

	

	     Highly organised, and capable of multitasking, and thrives under pressure, ensuring the team operates seamlessly in a fast-paced environment
	✔
	

	     Committed, flexible and adaptable approach to work requirements including participating in the out of hours managers on call rota
	✔
	

	Confidence to assess and take calculated risk 
	✔ 
	 

	Enthusiastic, creative and practical. 
	✔ 
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