
 
 

 
 

 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 
 

 
 

Performance Officer 
 

Who’s in my team? 

Team  Service Excellence and Compliance 

Line Manager  Service Excellence Partner 

My direct reports  N/A 

Updated August 2026 

 

What’s my role? 

To support the development of compliance, service improvement, performance and 
policy across Housing and Customer services (including performance management 
information) to support the delivery of a focused, compliant and quality service.  
 

What am I accountable for? 

• Devise reports and analyse information in order to comply with statutory and non-
statutory performance reporting needs. 

• Identify, collect, process, interpret and visualise performance information from a 
range of diverse sources to enable improved operational and strategic decision 
making.  

• Assist as necessary in the development and roll out of new performance 
management frameworks. 

• Ensure that customer satisfaction is at the heart of all service improvements and 
areas of underperformance are challenged. 

• To be involved in customer focus groups, discussions with our customers and 
advocates to understand and drive improvements. 

• Promote a culture of continuous improvement and data-driven decision-making and 
provide training and/or mentoring to develop the capability of colleagues in these 
areas.  

• Collaborate with colleagues to produce performance reporting on behalf of 
neighbourhoods.  

• Complete process maps, standard operating procedures and policy and procedures 
collaboratively with colleagues and customers. 

• To carry out any other duties consistent with the post that may be required from time 
to time, at the discretion of the line manager. 

• Keeping accurate records and manage all data in accordance with our Data 
Governance Framework, relevant legislation, and best practice. You must also 
understand and fulfil your responsibilities as set out in this framework.  

• Carrying out my work in line with our: 

 Professional standards, reflecting our values and behaviour framework 

 Policies, procedures, and code of conduct 

 Commitment to equality, diversity, and inclusion 

 Health and safety responsibilities 

 Confidential reporting (whistleblowing) polices 

 



 
 

 
 

What do I need? 

Entry Requirements: 
• An understanding of the regulatory framework and good practice within the housing 

sector.  
• Strong numeracy skills, experienced at data manipulation and highly analytical. ideally 

advanced Microsoft Excel skills/power BI. 
• Great communication skills, confident in writing reports, preparing presentations 

and visual information. Confident in delivering presentations to a variety of 
audiences.  

• Great interpersonal skills, able to build trusting relationships with colleagues, 
customers and stakeholders.  

• Professional curiosity and ability to solve complex problems and spot trends, while 
generating solutions in a fast-paced environment. 

• Passion and enthusiasm to drive and deliver business improvement, a “can do” 
attitude is essential, engaging in a culture of continuous learning and development.  
 

Proficient Requirements: 
• A thorough understanding of landlord, leasehold and tenant legislation and best 

practice in the field, in relation to all tenure types 
• Experience of managing risk, issues and dependencies within a complex 

programme.   
• Housing qualification. 
• Project Management qualification.  
 

 


