
 
 

 
 

 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 
 

 
 

Service Excellence & Compliance 

Partner  
 

Who’s in my team? 

Team  Property & Assets 

Line Manager  Head of Service Excellence & Improvement  

My direct reports  None currently  

Updated February 2026 

 

What’s my role? 

To drive service improvement, regulatory compliance, and a strong performance 
culture across the Property & Assets Directorate by transforming data into meaningful 
insights that deliver positive outcomes for customers. This includes applying sector 
benchmarking, business performance measures, and learning from complaints and 
audit reviews to develop actionable plans that support senior leaders and their teams in 
achieving continuous improvement and delivering corporate strategic goals. 
 
You will lead the translation of data into insight utilising key performance measures, 
operational data, complaints, and customer feedback, to inform strategic and tactical 
decision-making. 
 
The role will focus on strengthening process delivery, ensuring audit and risk actions 
are completed effectively, and demonstrating robust, evidence-based compliance with 
all regulatory requirements. 
  
 

What am I accountable for? 



 
 

 
 

• Define, continuously improve, and embed insight driven actions across the 
directorate to enhance performance and deliver better customer outcomes. 

• Work with Heads of Service to analyse and interrogate their team’s performance 
data, enabling them to identify operational improvements and strengthen service 
delivery. 

• Collaborate with teams across the directorate to understand reporting requirements 
and ensure the right systems, data flows, and reporting tools are in place, creating a 
consistent, joined up, and insight driven approach to performance and compliance. 

• Ensuring systems and processes are in place to identify the root causes of service 
failures, providing support and guidance to prevent reoccurrence. 

• Use sector benchmarking to understand performance against peers, track sector 
sentiment, analyse trends, and interpret findings to inform continuous improvement 
activity. 

• Gather evidence to provide assurance on directorate compliance against the 
Consumer Standards and internal audit recommendations. 

• Monitor and report on Awaab’s Law compliance, working collaboratively across the 
organisation to identify risks, inaccurate record-keeping, and address any 
non-compliance, embedding a consistent approach that strengthens assurance and 
delivers a better customer experience. 

• Lead work to support operational teams in reviewing ways of working, offering 
guidance to improve processes and drive better customer experience. 

• Conduct deep dive analysis to identify areas for improvement, present findings, and 
make evidence-based recommendations. 

• Work closely with the data team to develop performance reporting and prioritise 
data management and modelling activity, enabling effective tracking of 
improvements over time. 

• Produce content for papers for board, the executive team and senior leaders and 
other committees such as the Customer and Communities Committee. 

• 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: 
• Thorough understanding of the social housing environment, including government 

policy and a good understanding of property & assets. 
• Ability to lead and manage others to deliver against defined objectives. 
• Detailed knowledge of data interpretation and reporting. 



 
 

 
 

• The ability to draw on and use internal and external data sources such as 
governmental and other sources of relevant demographic data. 

• Good written and verbal communication skills and the ability to synthesise and 
summarise complex data for non-technical audiences. 

• Willingness to use initiative and make challenges to the status quo. 
• The ability to build and develop relationships across the organisation at all levels. 
• Knowledge of project management, supported by practical experience 
 
Proficient Requirements: 
• A demonstrable ability to share information pro-actively at a senior level, influencing 

positively and effectively and to contribute ideas from that information. 
• A thorough understanding of Moat profile and customer base. 
• Excellent abilities in reporting quantitative research and analysis findings. 

 


