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Job Title: Head of Customer Experience
Reference: CESM3021
Service: People
Grade: SMG
Reports to: Director of People
Location: Dela_mere I—_|01_Jse, Crevye with travel to Macclesfield Town Hall and other
locations within Cheshire East.
DBS Check: None

Your job

The post holder will lead, manage and commission customer operations to enable the Council to meet
its strategic objectives as outlined in the Corporate Plan.

Service areas include:
e Customer Experience Strategy and transformation;
e Customer Contact Centre (Operational Team): and
e Customer Service Improvement Team:
o Executive Correspondence; and
o Complaints and Ombudsman liaison.

You will lead and manage the Council’s Customer Service Teams developing the policies, procedures
and processes to ensure a high performing, efficient team which meets the needs of our residents and
businesses now and in the future.

You will lead on the design, development, and implementation of the Council’s strategic approach to
Customer Experience. You will work across all Council services, with partners and with Members to
drive the Council’s cultural and operational transformation of customer experience delivering enhanced
journeys for the residents and businesses of Cheshire East.

You will lead on the design, development and implementation of a new “target operating model” defining
how the Council delivers customer service across the full range of Council services, which maximises
digital technology, drives efficiencies and ensures services are inclusive to all customers.

You will act as the senior customer for the Councils Digital Transformation Programme, commissioning
products that enhance the digital customer journey, drive customer satisfaction and deliver efficiencies
across all council services.

In this job you will

1. Provide leadership, direction, and motivation to the Customer Experience Team and to front line
staff across the Council.

2. Lead the design, development, and delivery of the Council's Customer Experience strategy.
Work across all Council services and with partners to identify and address customer needs and
wants and drive customer satisfaction across the Council balancing this with the priorities and
financial restraints of the Council.

3. Lead the transformation and re-design of all Council services, working with Directorates and
services to create seamless customer journeys, promoting the benefits of digital developments,
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seeking out new opportunities, challenging existing practices, learning from the experience of
others and trialling innovative solutions.

Lead on the design and delivery of a revised target operating model for the delivery of customer
service across the Council, ensuring these drives standards of customer service, improved
resolution and customer satisfaction and delivers efficiencies.

Lead and commission developments in support of the Council’'s approach to digital customer
services. Ensure these maximise the benefits of digital, address the needs of the Council, its
residents and businesses.

Support the Council’s Digital Inclusion agenda ensuring equality of access and service for all
customers. Work with community-based services both within and outside the Council to provide
e assisted digital support to customers and challenge services where operating practices create
barriers to digitally excluded residents.

Develop policies, procedures and best practice guidance on customer experience and customer
service delivery, embedding these across all Directorates, monitoring performance against these
and driving improvements to the Councils overall service delivery, customer satisfaction and
reputation.

Lead the Councils Complaints and correspondence service, improving the recognition and
management of correspondence and complaints across all Directorates, ensuring full compliance
with procedures and Local Government Ombudsman directives and ensuring complaints and
correspondence are used as a lever to drive service improvements.

Embed a positive customer experience culture across the Council and with partners,
championing a customer-centric approach, promoting innovation, driving improvements, and
challenging poor practice.

Act as the customer advocate operationally and strategically utilising and promoting customer
insight data to ensure the voice of the customer is heard in all decision making.

Promote and develop effective partnership working across the Council and with partner
organisations such as the NHS and shared services as well as with significant suppliers for
example the Council’'s wholly owned companies and contractors for Highways Services.

Provide advice and assurance to Elected Members and senior management on policy, strategy,
statutory and regulatory practices relating to Customer Service functions.

Represent the council in national and sub-regional partnerships and bodies — leading to joint
commissioning or partnership working where appropriate.

Monitor organisation and community satisfaction and measure results or organisation initiatives,
taking appropriate actions with lesson learned approaches adopted.

Education and enabling customers to be self-supporting using digital channels and channel shift
from physical contact to digital.

Review opportunities for artificial intelligence solutions to support the customer journey.

Develop an information, advice and signposting function which is a multi-channel, digital
engagement facility that acts as first point of enquiry and puts customers in touch with the most
appropriate support.

Be accountable for the achievement of all key metric and KPI's with the Cluster which will be
designed to include productivity and efficiency.

To be responsible for the maintenance/accuracy of the service establishment in UNIT4 and
accountable for budgets associated.

From time to time you may be asked to undertake work as may be determined by the
Chief Executive and/or an Executive Director and/or Director. This will be up to or at a
level that is consistent with your job role. This supports our joint commitment in our
employee deal to work together as one team and one council to deliver the best service
for our customers and communities.
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In this job you will need
You must be able to demonstrate the following essential requirements:

Degree or equivalent professional qualification.
Relevant professional qualification in Contact Centre or customer services management
Evidence of continued professional development.

Political and Resident/Business focused sensitivity around income collection and the impact on
individuals as well as the wider community from collection of local taxation and overpaid
benefits.

Planning, prioritising, persevering and delivering improvements to achieve objectives within
timescales.

Ability to initiate, develop and implement effective strategies with clear goals and to make clear,
informed, appropriate and timely decisions together with an ability to challenge poor service
delivery.

Ability to provide visible and supportive leadership, empowering, motivating and developing staff
and fostering a positive organisational culture, focusing on delivering improved outcomes for
service users.

Experience and consistent achievement at a senior management level in an organisation of
comparable scope and complexity pursuing a transformational agenda involving cultural,
technological and service design transformation.

Extensive experience at a senior level within a Customer Service environment with previous
experience of designing and delivering strategic customer service change across an
organisation.

Strategic understanding and expert knowledge of relevant legislation, national policy, best
practice and emerging strategies in relation to customer experience, revenues and benefits.

Sound understanding of the Digital landscape within the customer environment and how this can
be maximised to enhance the customer experience.

Excellent financial skills and the ability to manage and monitor high value budgets and revenue
collections.

Ability to engage and influence at all levels of the organisation at both Officer and political level.

Able to demonstrate experience of working effectively within a high-pressure environment,
regularly liaising with Directors, Elected Members, Government Departments and Members of
Parliament on performance, resources, policy and strategy.

Able to demonstrate a track record of innovation, adding value to services including additional
revenue streams and alternative methods of delivery to achieve more cost effective and valued
services.

Experience of leading, motivating and managing services with multi-disciplinary teams to
achieve significant, sustainable improvements and positive outcomes through internal and
external partnerships.

Knowledge of Council services, their service proposition and their impact on local residents and
businesses.

Ability to explore innovative and creative means of delivering improved service outcomes
through effective resource utilisation, whilst minimising risk, and maintaining a focus on
delivering business as usual.
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Our culture

For us, it is not just about our achievements as an organisation, but about how we do it.
At Cheshire East Council we are working for a brighter future together —

We have a shared purpose
We are supported and well led
We are treated fairly and highly valued

We succeed together

This is all underpinned in our employee deal and everyone is expected to uphold their commitments by
living by our values and demonstrating our behaviours.

Our values

Flexibility: adaptable, open to learning and resilient

Innovation: creative, challenges convention and always looks to improve

Responsibility: delivers on promises, efficient and has integrity

Service: listens, delivers quality, is reliable and enables others

Teamwork: respectful, inclusive and contributes at all levels
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Employee deal

Provide a safe and positive working environment

Setting clear performance objectives with realistic
timescales for delivery

Having fair and efficient policies and procedures in
place and applying them consistently

Listen, respond and act appropriately when you tell
us about something that is inappropriate or wrong

Provide honest, respectful and responsible
leadership

Be fair, consistent and timely in our decision making

Work with you, enabling you to do your best work
every day with the right resources, tools and
technology

Have regular, useful team meetings, keep you
informed and provide an opportunity for everyone to
share their views

Treat you as individuals, be respectful, flexible and
supportive

Care for your health and well-being

Provide you with regular, meaningful and
constructive feedback on your performance through
one-to-ones and performance review meetings

Offer you opportunities for learning and developing

Recognise and value your hard work and
contribution

Work together as one team and one council to
deliver the best service for our customers and
communities

Bring a positive and can do attitude into work

Be proactive and always responsive to our
customers and communities

Work responsibly and ask for help if you need it

Tell us if you see or experience anything that is
inappropriate or wrong

Be honest and reliable

Get involved, keep informed, make suggestions
and share your ideas

Embrace technology and new ways of working

Participate fully and make helpful contributions to
team meetings

Be respectful of others and work flexibly and
collaboratively with colleagues and partners

Care for your health and well-being enabling you to
maximise your attendance at work

Value helpful constructive feedback and act upon it

Take the opportunity to learn and develop
Be supportive and appreciate others

Work together as one team and one council to
deliver the best service for our customers and
communities
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Working for a

brighter futures
together
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