Job Title: Neighbourhood Customer Specialist
Role Purpose: To deliver a high standard of customer service excellence to your customers,
ensuring the delivery of accessible, high quality and value for money services. You will be
responsible for the service your customers receive and be confident to hold others to account for
the services they deliver and have a holistic accountability for your neighbourhoods. You will be
empowered to make decisions for your area whilst also being responsible for assessing and
managing risk in it too.
Blended Working Classification: Mobile
Benchmark Salary: up to £33,221

About the role
One of our core priorities across all parts of the business is delivering an excellent experience every
time to every customer, internal and external. Our values are: deliver on promises; give respect; be
accountable; show kindness. You will make them a central part of your work at Catalyst.
As a Neighbourhood Customer Specialist, you will report to the Customer Services Area Manager
(CSAM) and play a crucial role in the delivery of Catalyst’s customer services ambition.
You will be accountable for holistic service delivery and ensuring we deliver our promises to
customers in your area. You will be mobile working within your communities being contactable
directly by your customers through a number of means including digital platforms and on the phone.
You will be the lead for the local team to achieve our objectives and hold others to account for the
service they provide to your customers.

Success Metrics:












You will create fully costed Neighbourhood Plans and be empowered to deliver these. The
plan will underpin and improve performance and satisfaction within your area whilst
effectively managing risk. You will draw upon the support of centralised specialist service
teams and external agencies and partners to create communities, neighbourhoods and
homes people love.
You will be responsible for managing risk within your area and escalating risks to the area
and region risk maps as appropriate.
Provide appropriate, accessible, high quality and value for money services to customers of
all tenures, by working autonomously, being proactive and a single point of contact for all of
Catalyst’s service in your geographical area
Maintain high standards in your neighbourhoods and deliver excellent service to our customers
by working primarily in your area and using mobile working digital applications and local
facilities.
Manage all customer enquiries on time such as complaints, lettings, mutual exchanges,
successions, assignment requests - whilst ensuring that lessons learnt become a part of how
you improve the service that we provide.
Use data and insight to really understand your customers and take a lead in identifying and
pre-empting and resolving local issues.
Collaborate with key teams across Catalyst and external agencies to create thriving
neighbourhoods that customers love through the delivery of wider multi-disciplinary
neighbourhood strategies.
You will champion our customers and drive customer engagement on your area working with
internal teams who can support this. You work with support the Customer Services Area
Manager to achieve high level of customer engagement and satisfaction.
Maintain our customers safety by proactively engaging with customers on building safety
working hand in hand with experts in Building Safety, ensuring Catalyst are compliant with
current legislation.
Develop and maintain a strong relationship with the Community Safety team in finding
innovative, tailored and effective solutions (preventative and enforcement) for cases on your
area.
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Deliver Catalyst’s corporate, business and service priorities, working flexibly as part of
your wider team, creating a positive experience for your customers by seeking innovative
solutions, being available and accessible.
Collaborate with the Allocations team to ensure a fast turnaround of empty homes and
an exceptional customer experience for new customers specifically being responsible for
the viewing and sign up coordination and meetings with customers.
Provide support to the Asset Management Team in relation to access issues e.g. gas,
electrical installations.
Identify service improvements to improve customer satisfaction and drive performance
against a suite of KPIs.
Proactively manage and be accountable for your areas budget expenditure, with a focus on
achieving best value for money for your customers.
Collaborate with Service charge and Finance teams to proactively manage service charge
expenditure in your area, maintaining regular customer contact and focusing on solutions to
ensure charge offer value for money whilst delivering a great service.
Provide a service to our customers and wider business that is flexible and adaptable to meet
their changing needs and demands.

About you:
















Totally committed to delivering excellent customer experience – you will embody and
champion our values whilst fulfilling our service promises every day in the way you deal with
customers and colleagues.
Able to work collaboratively with all parts of the business, knowing when to support, and
when to push back and hold the line.
Demonstrate a strong commitment to the principles of equality, diversity and inclusion.
Positive, resilient can-do attitude with an impressive track-record of delivering excellent
customer experience.
Enjoy working in a customer facing role, with excellent customer services skills and highly
focused on continuous improvement.
Decision maker who is a successful problem solver with sound judgement and ability to
influence others to drive change and deliver quick resolution to local issues.
Ability to analyse and interpret complex and sensitive data including, customer
information, performance, legal documentation, services charges and budgets.
Demonstrable experience in using business systems and data to identify and drive
opportunities for continuous improvement.
Excellent communication (written and verbal) and interpersonal skills to suit a variety
of audiences including customers, elected members, external agencies, partners,
colleagues, and stakeholders.
Highly organised with the ability to self-manage a diverse and varied case load,
prioritising work effectively and delivering a first-time fix in order to produce high
quality work to deadlines.
Able to support customer scrutiny and involvement through active support and
engagement with our customers.
Strong ability to influence and negotiate with colleagues and others in order to bring
about service improvement.
Desire to learn, challenging yourself and others to enhance knowledge and insight in all
we do.
Demonstrable experience in a housing management role, with understanding of tenancy
and leasehold management, tenancy and leasehold enforcement, and service level
agreements would be desirable.
Demonstrable knowledge of private sector residential management and current housing
legislation, practise and government policy would be desirable.
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Live and breathe our values:
Deliver on promises - do what you say you’re going to do, when you say you’re going to do it.
Never mislead and just do the right thing.
Give respect - treat people as they want to be treated, value and actively encourage diversity and
inclusion and treasure the planet.
Be accountable - do not hide from your responsibilities, acknowledge mistakes and fix them,
measure and report on your impact in open, relevant ways.
Show kindness - take time to understand the person as well as the problem, share in people’s
happiness and sadness. Care.
This role is subject to a basic DBS check.
You will be provided you with simple work wear guidelines as well as some branded items
relevant to your role. It will be your responsibility to adhere to the guidelines at all times
whilst on duty.
Employees are responsible for their own Health & Safety, ensuring a safe working
environment for colleague.
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