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CCS Job Description

	Job Title:
	Customer Experience Manager

	Job Category: 
	Customer Service  

	Department/Group:
	Business Development 
	Job Code:
	N/A

	Location:
	Fellows House, Andover
	Travel Required:
	Occasional 

	Level/Salary Range:
	£40,000 to £45,000
	Position Type:
	Full-time

	Senior Contact:
	Jordan Shelley 
	Date posted:
	25/02/2026

	Will Train Applicant(s):
	Yes 
	Posting Expires:
	

	Applications Accepted By:

	E-mail:  jordan.shelley@correctcs.co.uk

Attention: Jordan Shelley 
	Mail:
Jordan Shelley
Unit 21B Hopkinson Way
West Portway
Andover
Hampshire.  SP10 3ZE

	Customer experience is central to our business operations, from first point of contact in our customer service centre through to our operatives working in residents’ homes. We are therefore seeking a proactive and committed Customer Experience Manager who will champion our company values and drive a consistent, high quality customer journey across the organisation.
The Customer Experience Manager will work closely with our Customer Experience Team — including Customer Service Advisors and Resident Liaison Officers — while also collaborating with operational delivery teams and site-based staff to ensure exceptional service is embedded at every stage of delivery in line with our commitments to our clients.
You will act as the organisational lead for customer experience, responsible for monitoring performance, identifying improvement opportunities and influencing behavioural and cultural change across the business. The role includes analysing performance data, leading training and coaching initiatives, supporting operational teams and presenting customer performance internally and externally to senior stakeholders and clients.
In addition, you will oversee and coordinate our Corporate Social Responsibility and Social Value delivery, including tracking, monitoring and reporting performance, supporting contract requirements and arranging resident engagement activities such as resident days, educational sessions and wider social value initiatives across the business.
This is a visible role requiring regular attendance at client meetings and contract reviews, acting as the company’s representative for customer experience performance.
Location: Andover Head Office, with occasional travel to regional delivery offices nationwide.
Key Responsibilities
· Lead and continuously improve the organisation’s customer experience strategy
· Monitor and review customer interactions across all touchpoints to ensure high standards are maintained
· Analyse and report on customer KPIs, performance trends and satisfaction metrics
· Support operational teams to ensure productivity, service levels and customer expectations are consistently met
· Deliver training and coaching to customer service staff, Resident Liaison Officers and operational teams
· Identify improvement areas and implement action plans to drive performance and behavioural change
· Work collaboratively with senior management to embed customer-focused working practices across departments
· Attend and present at client meetings and contract performance reviews
· Act as the organisational lead for customer experience reporting internally and externally
· Oversee corporate CSR and Social Value performance including:
· Monitoring and reporting contract commitments
· Supporting client requirements and audits
· Coordinating resident engagement events and educational sessions
· Driving business-wide social value initiatives and tracking outcomes
· Develop and implement policies, standards and best practice guidance for customer delivery
Qualifications & Experience
· Proven experience in a customer experience, customer service or service improvement leadership role
· Strong leadership skills with the ability to influence teams across operational environments
· Excellent communication and stakeholder engagement skills
· Experience analysing performance data and producing reports for senior stakeholders or clients
· Experience developing and delivering training or improvement programmes
· Understanding of customer journey management and service improvement methodologies
· Knowledge of customer service systems and performance measurement tools
· Experience working within housing, construction, maintenance or similar service delivery environments (desirable)
· Experience managing or reporting on Social Value / CSR activities (desirable)

If you are passionate about improving customer outcomes and influencing organisational culture and want to lead meaningful change across a growing service-led business, we would love to hear from you.


	Reviewed By:
	 Jordan Shelley
	Date:
	21/06/2024

	Approved By:
	Danny Gladwyn
	Date:
	21/06/2024

	Last Updated By:
	
	Date:
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