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JOB PROFILE: 		       Director of Customers & Communities

RESPONSIBLE TO:			Chief Executive

RESPONSIBLE FOR:		All members of the Customers & Communities Directorate and directly for; the Head of Customer Service & Communications, Head of Communities, Private Sector Leasing & Tenancy Sustainment Manager, Income & Lettings Manager, Customers & Communities Services Co-ordinator

PURPOSE:	Lead customer & community services across Teign Housing, working in pursuit of our vision, in alignment with our values, and in line with regulation and legislation.  
Be an effective member of the Executive Team and wider Leadership Team, working collaboratively with executive and non-executive colleagues to deliver high-quality, cost-effective, inclusive and continually improving services.
Ensure the continuing safety, health and wellbeing of customers and colleagues in respect of all relevant service areas. 
[bookmark: _Hlk215817694]Bring your skills, your ideas and your initiative to the role.
STRATEGIC
· maintain an up-to-date knowledge and understanding of the issues affecting social housing, regulatory requirements and legislation.
· contribute to short, medium, and long term, business, and strategic planning.
· ensure that all our services are responsive to changing resident needs and aspirations, and that resident voices are heard and responded to strategically and operationally at all levels of the organisation. 

CUSTOMER SERVICES
· ensure that the directorate’s services are delivered in accordance with all relevant statutory and regulatory duties.
· ensure that there are comprehensive policies and procedures which are implemented and updated as required relating to the directorate’s services.
· lead our response to complaints and other customer feedback, ensuring that organisational lessons are learned and improvement plans are implemented.

COMMUNICATIONS
· lead external and internal communications planning and delivery 
· develop and maintain the organisation’s external and internal communications strategy.

LEADERSHIP 
· be a role model for colleagues across the organisation, reflecting our vison and values. 
· ensure effective communication and collaboration within the directorate and between other teams, ensuring effective colleague engagement. 
· promote equality, diversity and inclusion in all areas of work.
· promote and embed a culture of value for money, enabling effective choices and prioritisation of our resources.
· Ensure the fulfilment of all safety, health and wellbeing requirements across the directorate.  
· work flexibly with the Executive Team on an evolving portfolio of projects and responsibilities. 
· Lead the effective governance support of the Customer Experience Committee, liaising with the non-executive chair and other members. 

FINANCIAL & OPERATIONAL MANAGEMENT
· work with colleagues to develop annual operational plans and budgets for the directorate so that there are clear priorities and appropriate resources are allocated to their achievement.
· report to the Board and Executive Team on all aspects of directorate performance, developing improvement plans and managing their delivery. 
· In liaison with Executive Team members develop a realistic budget with appropriate targets, levels of activity and programme
· ensure compliance with income and expenditure targets in accordance with Teign’s financial procedures
· ensure compliance with the requirements of contracts, lease and management agreements when delivering services to partner organisations (currently including travellers site management, private sector leasing, grounds and caretaking services. 

GENERAL
· represent Teign Housing both internally and externally and to develop and maintain thriving relationships with a network of organisations
· identify and manage risks across the directorate and put in place appropriate controls and actions to ensure those risks are effectively mitigated.
· ensure your continuing professional and personal development. 
· ensure that all activities undertaken are carried out to the highest standards of integrity and professionalism in accordance with our policies and procedures.

No job profile can cover every issue, which may arise within the post at various times and the jobholder is expected to carry out other duties requested by the Chief Executive from time to time.
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