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	Job title:
	Head of Customer Digital Enablement
	Leader of others:
	Yes

	Reports to:
	Director of Customer Channels
	Contract type:
	Agile Homeworking

	Business area:
	Customer Channels 
	Car allowance:
	No

	Budget holder:
	Yes
	DBS required:
	No



	Job purpose

	
The post holder will lead the development and delivery of a customer-focused digital enablement strategy that enhances end-to-end customer journeys across Yorkshire Housing. This role ensures Yorkshire Housing is equipped with robust, innovative digital tools and platforms, such as customer portals, apps, and knowledge systems to provide seamless, accessible, and efficient services. 

They will own and evolve the customer digital strategy, drive adoption of digital tools, and lead the design and performance of key platforms including the Knowledge Platform, Customer App/Portal and digital contact channels ensuring robust, future-ready digital infrastructure. The post holder will drive adoption of digital channels, embeds automation and AI capabilities, and champions continuous improvement to deliver exceptional customer experiences.
 



	Key responsibilities

	
· Lead the design, delivery, and evolution of Yorkshire Housing’s customer obsessed digital strategy, ensuring alignment with the YH’s business plan and transformation roadmap  
· Champion a shift across YH from reactive to pre-emptive service delivery through digital innovation and automation  
· Making sure digital services are accessible to all customers, including those with lower digital literacy or specific needs. This includes championing digital equity and inclusion, and ensuring compliance with accessibility standards
· Identifying opportunities for new digital services or enhancements, informed by customer feedback and industry best practice
· Act as Product Owner for the Yorkshire Housing Customer App/Portal, ensuring it meets customer needs, regulatory standards, and performance expectations  
· Own the design, governance, and continuous improvement of the Yorkshire Housing Knowledge Platform, ensuring it serves as a single source of truth for customers and colleagues  
· Own and deliver on budgets and their requirements
· Identify and mitigate risks associated with digital transformation, including cyber security and data breaches working with the relevant teams
· Designing and optimising customer journeys across all digital touchpoints, ensuring a seamless, personalised experience
· Role modelling, by acting as a visible advocate for digital adoption, demonstrating commitment to new ways of working, and encouraging others to embrace change
· Lead the design and deployment of “next best action” capabilities, using data and AI to personalise customer journeys and improve service outcomes  
· Balancing technological innovation with the social mission of housing, ensuring digital initiatives deliver measurable social outcomes and support vulnerable communities
· Collaborate with data and technology teams to embed intelligent automation and predictive analytics into customer digital channels  
· Presenting digital performance, KPIs, and strategic insights to senior stakeholders and the board, translating complex data into actionable recommendations
· Monitor and optimise the performance of customer  digital channels, including the Customer App/Portal and chatbots, ensuring high availability, usability, and satisfaction  
· Liaising with third-party vendors, digital agencies, and technology partners to optimise digital channels and platforms
· Lead digital customer engagement planning and communications, ensuring campaigns are inclusive, targeted, and insight-driven   
· Develop and implement a digital capability framework to upskill customer facing colleagues across the organisation  
· Lead not just digital projects, but also the cultural shift required for successful transformation, actively engaging colleagues at all levels, addressing change fatigue, and fostering a culture of curiosity, resilience, and continuous improvement
· Partner with People & Culture and the Change team to embed digital ways of working and support adoption of new tools and processes  
· Lead and manage a team to monitor and optimise the performance of the digital channel and knowledge platform 
 
As you can imagine, the above might not be all you’ll be responsible for in role so you might be asked to take on some other key responsibilities if they’re suitable for your role.




	What you’ll bring to the role

	The main things:

	
· Proven experience in leading customer digital transformation and product ownership in a complex, customer-facing organisation
· Strong understanding of agile delivery, digital service design, and user-centred design principles
· Experience with performance management of digital customer platforms, including analytics, KPIs, and continuous improvement
· Proven experience in leading teams with the ability to lead cross-functional teams and influence at all levels
· Innovative thinker with a proactive and collaborative leadership approach
· Resilient and adaptable to change in a fast-paced environment
· Committed to continuous improvement and professional development
· A subject matter expert in all things related to delivering customer excellence
· Up to date knowledge of ombudsmen and regulatory requirements
· Expert knowledge of technology and all available contact channels and how to implement and optimise their capability to provide customers with a range of options to suit their communication preferences
· Ability to work with and analyse complex data and insights to drive strategic evidence based decision making and operational improvements
· Ability to scan the horizon, identify industry best practice and translate this into future planning and forecasting to ensure YH stay ahead of the curve
· Passionate, driven, ambitious and obsessed by delivering the best service and outcomes for YH customers, with a passion for digital inclusion
· Outstanding communication, interpersonal skills with the ability to collaborate, influence and negotiate
· Eagerness to develop own skills and adapt to change
· Personal values and approach that align with YH’s values
· Ability to work flexibly in line with Hub, Home and Roam principles
· An understanding of Equality, Diversity and Inclusivity and how this is applied through our service to customers and colleagues


	It would be a bonus if you have:

	· Familiarity with Salesforce, knowledge platforms, and mobile app ecosystems is desirable 
· A Level 4 Certificate in Housing regulated by Ofqual or equivalent or be willing to work towards	Comment by Molly Gaunt: @Emma Sheard  I presume this is relevant to this role? I think it probably is due to the level but might be one to check with Kiran


	Our values:

	Our values describe what matters most to us, and what our colleagues should expect from each other. We’re all expected to show how we support and live up to these values in our work. 

Create trust • Do the right thing, not the easy thing • Be honest and open • Do what you say
Be curious • Think differently • Ask questions • Keep learning
Make it happen • Own it • Do it • Be empowered
Achieve impact • Do things that matter • Deliver results • Show pride and passion
Have fun • Enjoy work • Be yourself • Stay connected

We want colleagues to feel free to be themselves - so we’re all responsible for making sure we promote a culture of equality, diversity and inclusion.  And, as you’d expect, we’re responsible for our own health and safety, following our policies and doing any training needed for our roles. 



	Date Role Profile last reviewed:
	November 2025
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