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Your application

Thank you very much for your interest in this post. 
On the following pages, you will find details of 
the role and the selection process to assist you in 
completing and tailoring your application. In order to 
apply you should submit:

•  An up-to-date CV which shows your full career 
history – we recommend that this is no longer than 
three pages

•  A supporting statement explaining why you are 
interested in this role, detailing how you are a 
good candidate for this post and how you fulfil the 
person specification – we recommend that this is 
no longer than three pages

•  The declaration form – but completion of the 
equalities section is not mandatory, this is 
requested for monitoring purposes in line with our 
commitment to equality and diversity; and

•  Indicate on the declaration form if you cannot 
attend any of the interview dates

Please note that applications can only be considered 
if all the documentation is complete. Please send 
your application, preferably in MS Word format by 
email to: karbonhomes@campbelltickell.com.   

Applications must be received by  
Monday 23rd July 2018, at 12 noon

Please ensure we receive your application in good 
time. If you do not receive confirmation of receipt 
within 24 hours of sending, please call us on 020 
3434 0990. To help avoid your submission being 
treated as spam, please use a secure email address 
from which to send your application, and refer to the 
role and organisation in the header.

Do call either one of us on the numbers below, if you 
wish to have an informal discussion about the role 
and organisation, or if you have any other questions 
to help you decide whether to apply. 

Kind regards

Gera Patel  Bill Barkworth 
Partner Senior Recruitment Associate 
020 3433 0990 07706 369273
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Welcome to Karbon Homes 

Karbon Homes is just one year old and was formed 
from the merger of three former North East housing 
providers. The new organisation is predicated 
on shared aspirations and a focus on what is 
possible with our coming together as one stronger 
organisation with greater impact. 

We have 26,000 homes across the North East and 
North Yorkshire. We offer a wide range of homes for 
people with different needs, and as well as looking 
after those homes, we also support our customers. 
From advice on benefits and managing money, 
we also deliver a range of community projects 
to help with employability, worklessness, digital 
inclusion and social isolation. This holistic offer to 
our customers is an important part of who we are at 
Karbon and why we do what we do. And that is why 
we are an organisation with a strong business head 
and a social heart.

We are also ambitious for what we want to achieve, 
and this role is at the heart of what Karbon is all 
about – our customers. It’s very much about how 
we bring that ‘outside in’ view driven by customer 
feedback, data and insight right into the heart of 
Karbon, so that we move from delivering a good 
customer experience to an excellent one. 

It’s an exciting time to join as we are in the early 
stages of this thinking and planning. While we are 
building on a strong foundation, you will be joining 
at a point when you will be part of shaping how we 
bring this vision to life for our customers, people and 
partners. As a member of the Senior Management 
Team at Karbon, you have a key role to play. Our 
AD in Customer Services will be helping to build 
our customer knowledge, design how our teams 
work, think about improving processes, how the 
investment in new technology is going to support us, 
and how we keep creativity and innovation to the 
fore. Most importantly, you will be modelling and 
shaping the culture and behaviours that will enable 
us to deliver customer service excellence as we 
build a joined up and consistent Karbon customer 
experience that is second to none. 

I am looking for a team player with a core passion for 
delivering excellent front line customer service. You 
will be responsible for our front line service access 
and so I want someone who brings a contact centre 
mind-set, with the capability to adapt this to our 
Karbon culture. You’ll also need to understand how 
to help drive improvements in operational delivery 
and customer satisfaction, train and develop front 
line teams, design customer experiences, and be able 
to lead and support projects to move to more digital 
delivery. This is a high profile leadership role so you 
will need strong people and communication skills and 
be used to driving change. And of course, you’ll need 
to make sure we bring the staff teams on the journey 
as this is critical to our success, 

You don’t need to come from the housing sector, I 
joined a year ago from the technology sector and 
I can tell you that it was a great decision and a 
fantastic time to join Karbon. I am pleased that you 
are now considering this opportunity to come and 
join us on this journey. So I invite you to do your own 
due diligence, ask others what they think of us and 
speak to our retained consultants, Campbell Tickell. I 
am confident you will hear good things. 

And if you love customers, can relate to our values, 
and have a real desire to support our social purpose, 
then I shall look forward to hearing from you.

With best wishes

Jo Ray 
Executive Director, Customer Services 
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About customer services at  
Karbon Homes 

Our commitment to service excellence is  
anchored in our mission 

To provide a strong foundation for life. 

Our AD Customer Services joins us at an exciting 
time as we embark upon delivering our five year 
‘Strong Foundations’ strategy. At the heart of the 
strategy is a vision for 2023 to: 

- Build more new homes than ever before. Thanks 
to our strong finances and our deep community 
connections, helping more people to have great 
quality homes across a range of tenures. 

- Enable our customers to lead successful, 
independent lives. We will be recognised as making 
a difference, helping to build healthy and sustainable 
communities with more opportunities.

- Have modern, innovative and easy to use services. 
We will use insight and data to anticipate our 
customers’ needs, making greater use of digital and 
self-serve channels, while retaining existing contact 
mediums that are valued by our customers. 

- Have a strong reputation and significant influence 
regionally and nationally. Our reputation will grow 
throughout the North East and our organisation will 
grow. Our customers will be very satisfied, and our 
brands seen as a guarantee of high quality. 

- Be financially strong, flexible and resilient. Our 
colleagues will be recognised as skilled, engaged 
and motivated. We will improve continuously and be 
highly efficient, helped by additional income from 
our successful commercial activities. 

We have three key strategic aims that underpin 
these ambitions, and while they are all inter-
connected, the second one is the most important 
one for this role:

- To provide as many good quality homes as we can

- To deliver excellent service to our customers 

- To shape strong, sustainable places for our 
communities 

In seeking to deliver that aim, we will develop and 
embed a new Karbon Customer Experience that is 
predicated on the following:

Culture and people: By gaining a better 
understanding of our customers, and the experience 
they want when they live in our homes, we can 
design our business to deliver excellent service. 
Our systems, our processes and the ways in which 
customers contact us and communicate with us will 
all play a part. 

Voice of the customer: We will embrace customer 
engagement so our customers have a real voice. 
We will use formal resident involvement models, 
customer research, and informal customer feedback 
channels to create an ‘outside in’ view, to understand 
and respond to what our customers want from us.

Your property – my home: Customers are proud 
of their homes and want a meaningful say about 
what happens in their home. We will find a better 
balance between ‘property’ and ‘people’ and build a 
new type of relationship with customers. Wherever 
they are in their lives, we want our customers to feel 
equally at home with Karbon.

Digital liberation: We want to be an organisation 
that keeps pace with modern ways of working and 
allows our customers to contact us in a way that’s 
right for them. We know many of our customers are 
already active online and are comfortable making 
online transactions. We will develop more digital 
ways for customers to pay their rent, book and track 
a repair, make a complaint or update their account 
details, and actively encourage these customers to 
use them. 
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Role Profile:  
Assistant Director –  
Customer Service 

Reports to:    
Executive Director of Customer Services  

Responsible for:   
Customer Service

Customer Satisfaction and feedback

Customer Operations – ways of working, processes 
and technology

Digital experience 

Complaint management

Role purpose:
To be accountable for the effective delivery, 
development and management of the highest 
possible standard of customer service across the 
company.

Provide leadership and direction for the team 
responsible for delivering Karbon’s customer services 
to ensure innovative, customer focused, cost 
effective services are designed, delivered, monitored 
and continually improved.

Act as a positive member of the Karbon Leadership 
and Management teams, encouraging collaboration 
and enthusiasm for the effective management of  
the Group, inspiring a culture that delivers results 
and service excellence, promoting the Karbon  
values and brand.

Define and develop key relationships with internal 
and external stakeholders.

Key responsibilities:

Leadership:

1.  As a member of the Leadership Team, contribute 
to the future direction and success of the Group 
through the delivery of customer services.

2.  Provide effective leadership, management, 
motivation and support to staff in the Customer 
Services Teams.

3.  Develop and maintain key external relationships 
with all relevant bodies, networking effectively 
within the Housing and Customer Services arena, 
nationally and regionally in support of the Group’s 
Customer Services strategy.

4.  Act as a role model for the Group’s values and 
culture, demonstrating and embedding a coaching 
style of leadership, ensuring that all employees 
are supported and engaged in the delivery of the 
Group’s objectives.

5.  Lead and embed structural and cultural business 
change and service improvement, through 
collaboration and development of corporate 
strategies and plans.
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Delivery: 

6.    Lead the Customer Service teams across Karbon 
Homes to deliver first contact resolution for all 
general customer enquiries across all channels 
meeting all Customer and financial KPIs.    

7.    Drive the digital customer service vision, strategy 
and execution to move Karbon Homes to an 
omni channel customer service model in line with 
customer demand. 

8.    Develop the Karbon Homes approach to the 
monitoring and improvement of customer 
satisfaction across all teams in Customer 
Services in order to drive towards customer 
satisfaction in line with top decile performance 
against external benchmarks 

9.    Lead the compliments and complaint handling 
processes to ensure all compliments and 
complaints are tracked and responded to in 
a consistent and timely way, with a focus on 
extracting learning to drive consistency and 
innovation in our offering to customers 

10.  Lead the definition and development of customer 
service dashboards and reporting to supply real 
time operational information across the function 
to support a performance improvement culture 

11.  Act as business lead and SME on technology 
vision, strategy and implementation for the 
Customer Services function to ensure technology 
is aligned with the support of the omni channel 
model, customer self-service, efficient and 
effective internal processes and a streamlined 
Karbon Homes Customer Experience. 

12.  Drive a ‘performance improvement’ and 
innovation-led culture within teams to deliver 
performance in line with the top decile of 
external benchmarks.

13.  Support the Exec Director for CS in the leadership 
and development of the Karbon Customer 
Experience and Customer service strategy 

14.  Deliver all activities in line with the Karbon 
Homes Customer Experience. 

Organisation wide:

15.  Deliver financially viable and economically 
effective products and services, seeking to 
maximise resources and social value.

16.  Ensure all systems and processes deliver 
operational excellence, driving continuous 
improvement and innovation.

17.  Ensure that services within the division fully 
comply with all organisational policy and 
procedures.

18.  Ensure that the risks within the directorate’s 
activities are identified, removed or minimised.  

19.  Create a safe and healthy working environment, 
ensuring all systems of work, policies and 
procedures are fully and consistently applied.

20.  Responsible with the Leadership team for the 
effective management and utilisation of the 
Group’s assets.

21.  Promoting the values of the Group at all times 
and demonstrating a high level of commitment 
to diversity and inclusion. 

22.  Ensure that Karbon homes complies with 
all legal, regulatory and health and safety 
requirements. 

The Assistant Director – (Service Area) is part of the 
Karbon Leadership and Management teams who will 
be responsible for a wide range of activities as would 
be expected of an organisation of this size.  As with all 
senior management positions there are also specific 
responsibilities and delegated powers in relation 
to financial and operational matters, regulatory 
compliance and information security.  These are 
not all listed here and will change over time as the 
organisation continues to grow and develop.  
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Person Specification:  
Assistant Director –  
Customer Service 

Experience and qualifications:

a.  A strong record of demonstrable achievement, at 
senior level in an organisation of comparable size 
and complexity to Karbon Homes, in the strategic 
management & delivery of customer services.

b.   Experience of leading and managing significant 
technical and organisational change.

c.  Experience of working in partnership with internal 
and external stakeholders to deliver excellence.

d.  Experience of collaborating and working as part 
of an effective senior management team.

e.  Experience of attending and presenting papers  
to Boards and committees.

f.   Track record of developing and sustaining 
effective partnerships.

g.  Relevant degree or relevant professional 
qualification, or equivalent work experience, and 
evidence of continuing professional development.

h.  Recognised professional qualification in the field 
of customer services.

Knowledge:

i.  Comprehensive knowledge of current and future 
challenges facing customer services.

j.   Comprehensive working knowledge of strategic 
customer services.

k.  Understanding of customer services governance 
practices and issues.

Skills:

l.   Leadership skills and the ability to coach, 
motivate and engage others.

m.  Ability to manage significant budgets within  
tight controls.

n.  High level of skills in strategic and analytical 
thinking.

o.  Ability to interpret and analyse financial 
information and complex data.

p.  Ability to critically evaluate opportunities to 
maximise the use of new technologies.

q.  Ability to identify and manage risks and make 
sound judgements, whilst not being risk averse.

r.  Ability to lead / manage a multi-disciplinary  
team of customer services staff.

s.  High level of written, presentation and 
interpersonal communication skills, with the 
ability to tailor to a variety of audiences.

Attributes:

t.  Transparent and open, acting with integrity  
and able to build high levels of trust.

u. Committed to diversity and inclusion.

v. Champions innovation and encourages ideas.

w. Resilient and able to work under pressure.

x. Collaborative and inclusive.

y.  Contribute to the development of, and actively 
role model and champion the Karbon vision, 
values and purpose. 
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Our Customer  
Services Directorate

Customer Services  
Operations Team

Assistant Director 
Customer Services  

& Operations

Customer  
Relationship Manager

Customer  
Relationship 
Team Leader

Customer  
Relationship 
Team Leader

Customer  
Relationship 
Team Leader

Customer  
Relationship 
Team Leader

Customer  
Service
Advisers

Customer  
Service
Advisers

Customer  
Service
Advisers

Customer  
Service
Advisers

Customer  
Experience Manager

Post(s)  
to be developed

karbonhomes.co.uk Page 8

Margaret Ferguson 
General Housing 

Management

Kelly Taylor 
Specialist Housing 

Management

Vacant 
Customer Services 

and Operations

Karen Morris 
Customer and 

Community 
Engagement

Ian Johnson 
Property Services

Jo Ray 
Customer Services
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Key terms and  
conditions  

Remuneration

£72,500 pa, plus a car allowance of £5,568.

There is also a pension scheme - Social Housing 
Pension CARE (career average 1/60th) with an  
8.35% employer contribution.

Annual leave

27 days pa (rising to 31 after three years’ service), 
plus public/bank holidays and an additional day for 
your birthday.

Additional terms

The organisation keeps typical office hours from 
Monday to Friday. However, this is a leadership role 
and as such flexibility is expected in fulfilling role 
requirements. This will include evening work and 
occasional weekends too.

The office base for this role is Gosforth, Newcastle 
upon Tyne. Regular travel is expected across the 
operating region, as is occasional national travel,  
in line with the requirements of the role.

Probation and notice periods

Confirmation of employment is subject to 
satisfactory completion of a six-month probationary 
period. The notice period after passing probation is 
12 weeks’ notice.
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Key dates and the  
selection process  

Closing date: Monday 23rd July 2018 at 12 noon

We will be in touch with candidates by Wednesday 
25th July to advise on outcome of application

First interviews: Wednesday 1st August 2018

Longlisted candidates will be invited to an interview 
with a Campbell Tickell panel. This will take place in 
Newcastle. 

Testing: From Friday 3rd August 2018

We will be in touch with people about the outcome 
of their first interview by Friday 3rd August.

Shortlisted candidates will be asked to complete an 
on-line psychometric test. 

Final interviews: Monday 13th August 2018

Shortlisted candidates will be invited to an interview 
with a Karbon Homes panel. We will ask you to 
prepare a presentation in advance. 

This will take place at the head office in Gosforth, 
Newcastle.

As this recruitment is taking place over the summer 
holidays, we can offer some flexibility about when 
we see people. If you are unable to attend on any 
of the identified dates, please do speak to Campbell 
Tickell. You don’t have to wait for the closing date to 
do this, and we would prefer to hear from potential 
candidates sooner rather than later. 
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Media advertisement  
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To provide a strong foundation for life

This is a fantastic leadership opportunity to be at the 
heart of helping us to shape something special for 
Karbon Homes and our customers. 

We are on a journey to move the customer experience 
from good to excellent. Core to this is the collection, 
analysis and use of customer feedback, data and insight 
- so that we bring the customer voice into Karbon. 

As one of our senior management team, our assistant 
director will be leading the approach to customer 
services. From designing how our teams work, to 
considering how the investment in new technology 
helps us to build our customer knowledge and improve 
processes. Importantly as a leader, you will also be 
modelling and shaping the culture and behaviours that 
will enable us to deliver service excellence.

The role will suit someone who is keen to bring 
passion, creativity and innovation to the fore. With a 
track record in customer contact, service design and 
delivery, you will be able to articulate the considerable 
digital and organisational change that you have led 
and the impact that it has had. Your people skills will 
be highly evolved, demonstrating that you can get the 
best out of your team, so they are well positioned to 
take on this new and exciting challenge. 

It’s a highly visible post, so the impact of your work 
will be noticed and valued. You could decide if this is 
going to be a career defining role, so find out more to 
see if we are the right home for your talents. 

You can download a job pack at  
www.campbelltickell.com/jobs. 

You can also speak to our retained consultants 
Campbell Tickell. Bill Barkworth will be happy to have 
an informal discussion and he can be contacted on  
07706 369273.

Closes: Monday 23rd July, 12 noon

Assistant Director  
Customer Services.

£72,500, plus generous benefits 
Gosforth, Newcastle upon Tyne
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