	Job title:
	Service Assurance & Resolution Lead

	Line manager:
	Director - New Homes Customer Care

	Grade (if applicable):
	2

	Direct reports:
	N/A
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	Role purpose:

	To provide senior-level service audit assurance, compliance and quality oversight across the New Homes Customer Care (NHCC) function, ensuring that all service practices relating to handover, defects management and resident experience are consistently delivered in line with NHCC standards, regulatory requirements and the Housing Ombudsman Complaint Handling Code.

Reporting directly into the Director of Customer Care, the NHCC Service Assurance & Resolution Lead will operate as a key strategic partner and governance authority, working in close collaboration with NHCC Heads and Delivery Directors to assure service quality, strengthen compliance, and embed effective monitoring procedures across all NHCC operations.

The role also leads on complex complaint resolution, including Stage 2 investigations and Housing Ombudsman cases, ensuring that all findings, recommendations and orders are fully implemented, tracked and translated into sustained service improvement. This postholder will provide independent challenge, expert assurance and clear reporting to the Director of Customer Care to support informed decision-making and continuous performance improvement.

	Key results:
· To design, implement and maintain effective monitoring procedures to assure compliance, quality and consistency of NHCC service delivery.
· To oversee, audit and assure compliance with NHCC operational processes relating to new home handover, resident onboarding and defects management.
· To lead Stage 2 complaint investigations and oversee Housing Ombudsman cases, ensuring timely, evidence-based and compliant responses.
· To track, monitor and report on Housing Ombudsman recommendations, ensuring all required actions are implemented and evidenced.
· To work in close collaboration with NHCC Heads and Delivery Directors to drive service improvement and address systemic issues.
· To provide independent challenge and oversight on service performance, quality and governance.
· To ensure all service practices comply with internal policies, NHCC standards and regulatory frameworks.
· To establish and maintain performance dashboards, compliance reports and risk tracking mechanisms.
· To ensure accurate recording and auditing of data within CRM, Clixifix and NEC systems.
· To support continuous improvement through analysis of complaint trends and quality assurance outcomes.

	Success metrics:
· Evidence of effective monitoring systems in place and operating consistently.
· Compliance with NHCC service standards at 95%+ across monitored areas.
· 100% completion of Housing Ombudsman actions within agreed timescales.
· Stage 2 complaints responded to within policy deadlines (target 100%).
· Reduction in repeat complaints and compensation payments linked to service failure.
· Demonstrable service improvement actions implemented annually.
· Positive internal audit and governance feedback.

	About you:

You will be:
· Highly analytical with strong attention to detail and governance awareness
· Confident in challenging practice and driving accountability
· Collaborative and influential across senior stakeholder groups
· Resilient, solutions-focused and outcome driven
· Calm and professional in managing complex and sensitive issues
You will have:
· Experience in service quality,audit, compliance or complaints governance in housing or relatable service area
· Proven experience handling complex complaints and investigations
· Understanding of Housing Ombudsman Complaint Handling Code
· Experience creating and managing compliance monitoring frameworks
· Knowledge of CRM systems and defects management platforms (Clixifix / NEC)
· Excellent written and verbal communication skills
· Experience influencing senior operational leaders and driving service improvement
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