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Search Details:
We were approached by this Housing Association
business, one who we had supported a number
of years before to place the permanent Head of
Customer Experience as well as a number of
other key leadership roles after a merger
between two smaller Housing Associations. 

The current Head of Customer Experience was
moving on after an extremely successful tenure.

It was recognised that their skillset was unique to
the business and they had also been working on
a number of strategic projects during the course
of the last 6-12 months. 

One of these was also linked to some important
regulatory initiatives and the business had a
deadline looming which did not allow much head
room. 

The clock was ticking and with some future
strategic changes ahead to the structure and role
profiles, it was decided that they would go to
market to secure an immediate starter for a 12
months fixed term contract. 

                                                     Cont'd...

Specific focus for the individual especially in the first
six months around complaints
Development of the complaint service and
embedding of a new system. 
Leading a small team who support complaints and
will also provide complex complaint case support to
colleagues. 
They will need to develop complaint reporting 
Support the redesign of the complaint model
12-month fixed term contract where the business
needed to move quickly to achieve a good handover
A turnaround of breif to start date within 5 weeks

Client: Mid-sized Housing Association
Role: Head of Customer Experience - Complaints 
Interim 12m Fixed Term Contract

Requirements:
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HEAD OF CUSTOMER
EXPERIENCE INTERIM
Search Details continued...

Although there were some longer-term objectives for the role, the immediacy of the project around
a new complaint handling structure and process, coupled with a companywide adoption of a new
business application and CRM were of primary concern. 

The list of skills, coupled with the timeline restrictions, at a time when complaints were at an all-
time high across all industries, with regulatory guidance and requirements increasing, meant the
search was going to be difficult. 

Not to mention the excellent job that the previous Head of Customer Experience had done to date
and now who was also leaving a project part way through, with a relatively new team. 

We agreed a retained exclusive market approach to include behavioural profiling, as the right
behavioural fit was as important as the skills required.

We started a multi-disciplined approach, working to proactively reach out to as many individuals as
quickly as possible to identify those who could achieve the timeline and were nearing the end of a
contract, or were immediately available. 

We launched a referral campaign, contacting all those within the geographical search area to ask
for any recommendations and or referrals.   We posted two time limited adverts each running for
two to three days to attract any individuals unknown to us and who were actively looking. 
                                                                                                                                           Cont'd...
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Result:
'I am delighted with the service you have given me. Delighted with the quality of candidate, your
balance on culture and skill, the rigour of the selection process, insights with the reports and your
pace (when I thought I had given you mission impossible). Assistant Director of Customer
Experience.'

Search Details continued...
I agreed a one week follow up conversation with the hiring manager to discuss our progress but
also to consider alternative options if we were experiencing challenges in any areas as we knew it
was paramount that we secured someone in time for a handover.

We bought in approximately 30 applications based on our messages, calls and advertisements
within 5 working days.  Of these about 10 looked to have some suitability for the role and following
further interviews and investigations we knew we had 3 firm possibilities. 

We were able to add another one individual to the mix who could attend the set times and dates
we had agreed in advance for both 1st stage via Teams and 2nd stage face to face. 

After the first stage meetings, the client contacted us with feedback and also that subject to
everything going well there was a clear front runner, could we keep that individual warm and make
sure they were interested.  We also needed to be aware of market activities as candidates were
being hired quickly in this space and many of course had multiple opportunities on the go at any
one time. 

We stayed in regular communication with all of the applicants as well as the client to make sure
that everyone was aware of any changes or challenges.  After the second interview, the offer was
made and accepted with all the details ready for the contract to enable to individual to start on the
agreed date. 


