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	Job title:
	Director of Customer Channels
	Leader of others:
	Yes

	Reports to:
	Exec Director of Customer Experience
	Contract type:
	Agile-Homeworking

	Business area:
	Customer Experience
	Car allowance:
	Yes

	Budget holder:
	Yes
	DBS required:
	No



	Job purpose

	As a key member of the Senior Leadership Team, the Director of Customer Channels is responsible for shaping and leading the strategic development and operational delivery of all customer-facing channel experience, including the customer contact centre, income collections, complaints and emerging digital channels. This role is pivotal in defining how customers experience Yorkshire Housing, ensuring every interaction reflects our values, builds trust, and drives continuous improvement.
You will provide visionary leadership to the channel teams, championing a customer-obsessed culture, and setting high standards of performance. The role is accountable for delivering business critical KPIs reportable to the Executive Team and Yorkshire Housing Limited Board, including complaints and arrears, and for ensuring compliance with all legal, regulatory, and financial obligations. You will play a leading role in organisational transformation, pioneering the channel strategy including the development of digital service solutions and performing the sponsor role for Salesforce and Vonage technology programmes. You will be a quorum member of the Transformation Board. 



	Key responsibilities

	
· Operate at Director level, reporting directly to the Executive Director and engaging with the Board and Committees on all matters relating to customer channels.
· Leading and accountable for the strategic direction and operational excellence of all customer-facing direct channels, ensuring alignment with corporate objectives and regulatory requirements.
· Act as the principal liaison with the Board Member for Complaints, ensuring robust governance and transparent reporting for the Homes & Places Committee.
· Lead and inspire a culture of high performance, accountability, and customer obsession across all channel teams, including the Customer Experience Centre, Complaints Team, and Income Collections Team.
· Oversee the collection of the annual rent roll (£110m) and manage significant budgets, ensuring value for money and financial sustainability.
· Ensure Yorkshire Housing’s full compliance with the Housing Ombudsman Complaint Code and all relevant legislation.
· Lead the adoption and integration of innovative multi-channel technologies and systems to enhance customer experience, efficiency, and accessibility.
· Develop and implement a forward-thinking contact channels strategy, informed by data, customer feedback, and behavioural insights.
· Monitor, analyse, and report on KPIs relating to customer satisfaction, channel performance, and accessibility, providing clear, insight-driven updates to the Executive Team and Board.
· Foster cross-functional collaboration to ensure seamless, integrated customer journeys and embed learnings from complaints into organisational culture.
· Identify, assess, and mitigate risks related to channel performance, accessibility, and reputational impact.
· Translate the wider business strategy, particularly the customer obsession strategy, into actionable plans and measurable outcomes within the department.
· Sponsor and lead key transformation projects, making decisions that impact the performance and reputation of Yorkshire Housing as a whole.




	What you’ll bring to the role

	The main things:

	· Extensive senior leadership experience in a channel-based customer experience environment, with a strong commercial and strategic mindset.
· Demonstrable success in leading large-scale customer service transformation programmes from conception to delivery.
· Proven ability to inspire, empower, and hold to account operational leaders and teams, fostering a culture of excellence and continuous improvement.
· Deep expertise in regulatory requirements, Housing Ombudsman standards, and consumer standards.
· Exceptional communication and interpersonal skills, with the gravitas to influence at Board and executive level.
· Strong track record of building trusted relationships with senior stakeholders, Board and Committee members, and external partners.
· Accountable for delivering strategic objectives, driving improvements, and achieving high-performance outcomes.
· Courageous and resilient under pressure, able to challenge constructively and provide robust, evidence-based recommendations.
· Level 5 Certificate in Housing (Ofqual regulated) or equivalent, or willingness to achieve this qualification.
· Commitment to personal development, adaptability, and the promotion of equality, diversity, and inclusion.
· Numerate, with a strong understanding of finance, performance reporting, and major systems implementation.
· Confident, independent, and effective decision-maker.
· Personal values and approach that align with YH’s values.
· Ability to work flexibly in line with Hub, Home and Roam principles.


	It would be a bonus if you have:

	· Relevant professional qualification.
· Professional management, leadership, or coaching qualification.
· Experience within the housing sector.


	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. 
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