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	Job Title:
	Customer Experience Committee Member
	Scope of Role:
	Customer Experience, Governance and Assurance.

	Responsible to:
	The Chair of the Customer Experience Committee
	Responsible for:
	None

	Main Purpose of Job:
To provide assurance to the Board that Futures Housing Group meets regulatory requirements, continually improves customer experience, and effectively manages complaints and feedback.

	Key Accountabilities:
· Ensure compliance with relevant regulatory frameworks (e.g., Consumer Standards) and drive continuous improvement based on evolving customer needs. 
· Confirm adherence to the Housing Ombudsman Complaint Handling Code, ensuring lessons learned are implemented and tracked. 
· Support the Committee Chair as Member Responsible for Complaints in fulfilling their responsibilities as required by the Housing Ombudsman Code. 
· Collaborate with the Customer Experience Group to commission and review scrutiny activities, guided by data, customer feedback, and team performance. 
· Evaluate findings from scrutiny groups and recommend service improvements. 
· Use diverse customer feedback to inform and enhance service delivery. 
· Attend and actively participate in quarterly (and additional, as needed) committee meetings, ensuring effective decision-making. 
· Engage constructively in discussions, upholding the committee’s purpose and values. 
· Contribute expertise and experience to committee deliberations and decisions. 
· Build positive relationships with committee members and officers. 
· Represent the Committee and Group as an ambassador when required. 
· Uphold the Group’s core policies, values, and objectives. 
· Attend induction, training, and performance review sessions as required. 
· Prepare in advance and attend all committee meetings. 
· Regularly engage with the committee’s online portal and review all relevant documents before meetings. 
· Contribute to the annual review of the committee’s effectiveness, including evaluations and insights for Board reporting


	Additional Responsibilities:

	· Promote the Group by delivering a proactive, customer-focused experience and advocating for our services.
· Comply with all Group policies, procedures, and controls to mitigate risk.
· Take responsibility for personal and professional development, attending all required training and development events

	Knowledge, Skills & Experience 		     
All of the following requirements are essential, unless marked with a * indicating that they are desirable.

	· Ability to work creatively and effectively within a team, including with the Executive Team. 
· Objectivity and the ability to reach balanced, informed decisions and consensus based on data. 
· Strategic thinking, with the ability to identify long-term implications, opportunities, risks, and mitigation strategies. 
· Confidence to actively participate in discussions. 
· Collaborative team player. 
	· Experience using IT systems, including Microsoft Office. 
· Positive, neutral outlook with the ability to consider multiple perspectives. 
· Understanding of social housing and relevant regulatory frameworks. 
· Experience analysing and reviewing data or reports. 
·    Relevant housing qualification. *
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	An important aspect of working for Futures Housing Group is the ability to recognise, demonstrate and apply our values to ensure we deliver an effortless customer experience. These are embedded in all roles and you are expected to align your behaviours with our values which are;

	Flexible
· We are flexible in our response ensuring we meet Customer demands.
· We are flexible around when work is done, as long as customer and business needs are met.
· We adapt how we work recognising people have different preferences.
	Accountable
· We are accountable for our individual actions.
· We understand the impact that our actions have on others and the environment around us.
· We are always looking to find innovative ways of working in order to provide effortless customer experiences that are value for money.

	Customer Centric
· We work together to deliver effortless experiences for our customers.
· We make the most of great technology and workspaces to deliver the best outcomes for our customers and the business.
· We make sure our customers are at the heart of every decision we make, considering the impact these changes make on their lives. 
	Trusting
· We trust team members to find a balance between work and supporting their wellbeing.
· We are trusted to make the best decisions to meet the needs of our customers.


	Supportive
· We value authenticity and embrace our differences and diversities.
· We own our own learning and support development in others.
· We are open and honest with each other.
· We are personally responsible for upholding the way we work and our culture.
	

	This role profile is not exhaustive and serves only to highlight the main requirements of the post holder. This role profile will be reviewed regularly and may be subject to change. The line manager may stipulate other reasonable requirements and the role holder will be expected to adapt and carry out duties as required where these are within the individual’s remit and capability, and consistent with their status and responsibilities of the role within the organisation.  


Leading Organisational Outcomes
Leading Potential
Leading One Organisation
Leading Self
Leading Innovation
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