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JOB PROFILE:

Business Support Manager 
RESPONSIBLE FOR:
Business Support Advisors
PURPOSE:
To manage the business support, customer service and contact centre to ensure that standards are maintained in delivering the organisation’s objectives.

To deliver a highly responsive and high quality service through achieving a first contact resolution
Take responsibility for identifying and managing risks related to your area of the business and put in place appropriate controls to ensure those risks are effectively mitigated.



To work within the Company’s Equality and Diversity Policy, Health and Safety Policy, Customer Service and Performance Policies ensuring that these are complied with throughout all activities within the scope of this role to ensure the highest standards of customer care.

Ensure that all activities undertaken are carried out to the highest standards of integrity and professionalism in accordance with the organisation’s policies and procedures.
KEY ACHIEVEMENT AREAS:

	1. To develop, manage, monitor and evaluate the work of the Business Support Service and ensure the delivery of a professional and high quality service to customers and colleagues.

2. To lead an exemplary Business Support Team and develop the coach role which will help set the standard for all other teams to follow.

3. To provide seamless business support to patch based officers from the Neighbourhoods, Income and Lettings Team and ensure an effective first contact resolution is achieved.
4. To assist in reviewing services as required, working towards continuous improvement and exploring new and innovative approaches to achieving VFM through effective service delivery.
5. To keep up-to-date with best practice, legislation and regulation for the effective provision of housing and enhanced housing services and negotiate and influence other staff in making the necessary operational changes when appropriate.
6. Lead on the implementation of Teign Housing’s multi-channel initiative as well as a blended approach to contact centre management (mixture of office based/agile working approach).
7. Ensure that all enquiries from customers via reception, telephone, web chat, text, email and other channels are dealt with efficiently and professionally..
8. Day to day management of Teign Housings contact centre software. Ensuring that it is updated and produces accurate management reporting with regard to user and access information from our customers.
9. Support the Head of Housing Services with our Telephony andDigital Inclusion programmes. Ensure staff members in the Contact Centre are fully trained in both areas.
10. To run an effective ‘Digi Bug’ service across the patch (as part of regular programme of housing surgeries) as well as from our main offices – to be an integral part of Teign Housing’s response to Welfare Reform.


	

	11. Establish, develop and maintain effective working relationships with all work colleagues to ensure an integrated contribution to Teign Housing’s objectives eg, letting properties, collecting rent, giving effective housing advice etc.

	

	12. Monitor staff performance and through effective personal development reviews enable staff to provide high quality service and develop their full potential.
13. To develop, manage and monitor any contracts used to deliver the service, ensuring that Teign Housing’s financial regulations, policies and procedures are adhered to and contract specifications delivered.
14. Ensure all staff receive training in housing service delivery and relevant legislation e.g. Welfare reform to provide an effective service.


	15. Ensure that all situations are dealt with sensitively and with the highest standards of confidentiality in conjunction with the Data Protection Act.

	

	16. Manage the work of the Business Support Team to provide a co-ordinated service to Teign Housing’s customers providing signposting information where appropriate. 

17. Full response to all first level housing enquiries.

18. Ensure that performance information is accurately collated and produced on time. Monitor performance to ensure that the team are meeting their performance indicators as detailed in the Balanced Scorecard.
19. Ensure that the Business Support Team provide a service that is in line with Teign Housing’s customer service standards.
20. Assist the Head of Housing Services with the implementation of   customer excellence and service improvement through effective call quality monitoring processes..

21. Adopting ‘lean’ principles in the development of work processes to reduce waste and duplication.
22. Develop and oversee Customer Campaigns in conjunction with colleagues as and when information is needed to improve services.

	

	23. Prepare reports for SMT, Board and the Tenants Forum as and when required to do so. 
24. To monitor and control expenditure in accordance with the budget, procedures, levels of delegated authority and financial control/audit requirements, taking appropriate action when variances occur.

25. 


	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 Head of Housing from time to time.
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