A bdht

building vibrant communities together

Role Profile

Job Title: Customer Experience Committee Member (customer committee member)

Responsible To: Chair of the Customer Experience Committee

Vision:
‘building vibrant communities together’

PURPOSE

This role has responsibility for the scrutinising and monitoring bdht’s customer and property facing services.
Ensuring they are well run within all recognised legal and voluntary frameworks, and deliver socially
beneficial outcomes for our customers, communities and colleagues.

KEY ACHIEVEMENT AREAS

To support the Board of Directors in its responsibilities for providing high quality services to meet the
needs of bdht’s diverse customer base.

Scrutinising and monitoring of customer and property facing performance indicators.

Ensuring compliance with the Regulator of Social Housing’s Consumer Standards and Housing
Ombudsman Complaints Code (and others as relevant).

The Committee’s remit encompasses all customer facing operations including customer experience,
neighbourhood management, independence services and property and maintenance and
management.

Key Responsibilities

To review how customer services are delivered and how customer feedback has been used to shape
services and delivery. Provide the necessary challenge to ensure service standards meet customer
expectations and value for money.

To monitor the outcome and implementation of actions arising from service reviews completed by
the Customer Insight Panel.

To have input into any customer related strategies and policies.

To review compliance with the Consumer Regulatory Standard.

To review quarterly key performance indicators relating to all customer services matters, including,
but not limited to, customer services, feedback, damp, mould and condensation, relevant health and
safety measures, ASB, repairs, planned maintenance, neighbourhoods, tenancy management,
safeguarding, supported housing and resident engagement.

To review our compliance and performance against codes of practice relating to complaints.



Values and Culture
= Upholding the Culture and Values of bdht.
= Ensuring that the Committee promotes equality, diversity and inclusion for all its tenants.
= Ensuring bdht meets its commitments to tenants and customers.
» Building and maintaining effective relationships with Board Members, Committee Members, relevant
employees and tenants.

Skills and Experience

* Anunderstanding of the challenges facing bdht and the communities we serve.

= The ability to demonstrate understanding of and commitment to the Trust and the services it
provides for our communities.

= Ability to work with consistency, integrity, accountability and demonstrating this by being positive
and professional at all times.

= Commitment to continuous service improvement at BDHT.

Skills & Abilities

Core Value Behaviours

You must be able to demonstrate the following attitudes/behaviours:

Lead by example.

Good communication skills.

Effective communicator.

Willing to share experiences and listen to others.
Passionate about building vibrant communities.

Ability to review and challenge.

Works for the good of all tenants/customers.

Teamwork.

Bringing forward ideas.

Able to prepare for and attend meetings, training sessions and other events.
Respects and demonstrates confidentiality of information.
Shares the vision, values and commitments of bdht.

You must be able to demonstrate Our Charters attitudes/behaviours:

We will listen to you

We will be honest with you

We will never judge you

We will respect you

We will keep our promises

We will appreciate difference

If we make a mistake we will apologise and learn from it.




Eligibility Criteria

= You must be 18 years of age or older.

= You are living in the bdht property as part of the Tenants/Shared Owner household.

= You have not been convicted of any offence involving deception or dishonesty unless the conviction is
legally regarded as spent.

= You must not have significant and/or increasing rent arrears.

= You must not be subject to court action instigated by bdht in relation to any breaches of tenancy.

= You, or a member of your household must not have a history of anti-social behaviour or subject to an
ongoing investigation regarding anti-social behaviour.

= You are not an bdht employee.

= You have not been removed from any current or previous committees, panels, or groups.

= Your appointment would not bring bdht into disrepute.

Time Commitment: At least 4 meetings a year, plus two strategic events, with associated meeting
preparation. The number of business hours will fluctuate depending on business activities and meeting
agendas.

PERSONAL DEVELOPMENT

We will offer opportunities for Committee Members to develop and expand their knowledge and skills, it is
intended that this will sit within a framework that assists individuals with ongoing service delivery.

GENERAL

A DBS check will be carried out for all successful applicants.



