
Job Description and Person Specification

Director of Customer



JOB DESCRIPTION

Job Title Director of Customer

Salary Band £96,050 - £113,000

Directorate Office of the Chief Executive 

Reports to Chief Operating Officer

Direct Line Reports Approx. 3

Budget Responsibility Budget responsibility: approximately £2.5M 
(subject to review)

Current areas of responsibility (subject to 
review): 

 Customer strategy, operations and 
improvement 

 Contact Centre 
 One Stop Shops 
 Customer Feedback and Complaints 

Staffing Responsibility Employees in division (approx. subject to 
review): 

 Customer Access - 114 
 One Stop Shops – 36 
 Customer Feedback Team - 4

Primary Responsibilities
 Takes full responsibility for all things related to the customer and leads the council’s relationship with

its customers across all services, driving efforts to assess and evaluate experiences at each 
touchpoint across the customer journey. 

 Development of a customer access strategy that delivers significant improvement in access, 
resolution and internal efficiencies across all channels. In due course, this role will be accountable 
for delivering assessment/triage/ transactional services for adults and childrens, as well as other 
core universal services.

 Leads the council’s customer-centric initiatives and supports front line and ‘back office’ employees to
provide exceptional customer service and acts as the driving force behind building a customer 
centric culture.

 Acts as the customer advocate operationally and strategically, ensuring the voice of the customer is 
heard in decision-making, and positioning all staff to be ambassadors for the council.  

 Lead the transformation and redesign of council’s services, working with directorate and service 
leads, supporting a digital by default approach, whilst ensuring easy access and resolution for all. 

 Generates a complete view of the customer, working better with our residents to better understand 
their needs, expectations and perceptions of their experiences with the council. 

 Be accountable for the successful set-up, leadership and management of the council’s customer 
access points and feedback/ complaint functions, within available budgets, where the team can 
thrive and make a significant impact internally and externally. 

 Work collaboratively across the organisation supporting the Corporate Transformation Programme.
 Specific Responsibilities
 Build and lead the council’s customer function: putting in place the strategies, policies, systems, 

structures and processes required to have a high performing, efficient customer team. 
 Oversee the design and delivery of a large-scale improvement and redesign programme, working with

services, aimed at improving customer service, efficient resolution of transactions (digital first) and 
delivering efficiencies. 

 Lead the work to support directorates in better managing demand and positioning the customer 
function as the gateway, navigator, sign-poster and delivering some aspects of transactional services.

 Communicate and uphold the customer service values and behaviours and ensure that they come 
through in all key corporate policies, strategies and plans. 



 Strengthening customer relationships through informing all aspects of customer related 
communications marketing, redesign and digital development. 

 Promote and implement the council's Equality Policy in all aspects of employment and service 
delivery.

 Develop KPIs to drive organisational performance and improvement in relation to customers, creating 
and using data to inform decision making.

 Ensure and embed a problem-solving approach to tackling issues.
 Take action to ensure the council has the right technology platforms that creates ease of operations 

and improves experience and enhances operations. 
 Lead the council’s customer feedback function, including managing corporate and statutory 

complaints, ensuring high standards of responsiveness, resolution, reporting and organisational 
learning. 

 Leverage customer research and end-to-end customer journeys to inform the customer transformation
programme and inform council decision-making. 

 Managing the budget for the function with the aim of helping the Council meet its financial targets and 
deliver appropriate savings as required.  

 Acting as a key strategic customer adviser to the Mayor and Cabinet, Management Team and wider 
organisation ensuring Liverpool is outward focused and learning from best practice. 

 Representing the council as required nationally, regionally and locally and attending regular elected 
member meetings, including scrutiny.

Broad Responsibilities
 Provide financial, technical and professional advice to the Mayor/Leader, elected Members 

particularly the Cabinet and the relevant Cabinet Members and Select Committees and Officers.
 Work in a corporate and co-operative way with all senior management, members and staff aligned 

with the organisational values and behaviours ensuring open, honest and transparent communication.
 Horizon scanning and identifying “world class” evidence-based research supporting transformation 

and improvement.
 Develop the City Council’s commitment to equal opportunities and promote non-discriminatory 

practices in all aspects of work undertaken.
 Monitors financial performance, delivers within budget and seek savings and efficiencies exploring 

opportunities to draw funding where appropriate.
 Ensure that work complies with all statutory and governance requirements, Standing Orders and 

Financial Regulations of the City Council and ensure that all work functions are undertaken in 
accordance with health and safety legislation, codes of practice, and the City Council safety plan.

 Observe and fulfill the seven principles of public life (also known as the Nolan Principles) and our 
organisational values.

 Commitment to customer excellence by dealing with customer feedback, including complaints, and 
learning from feedback in the drive for continuous improvement.

 Provide focus and drive within your area of service responsibility and associated supply chains for 
delivery of the Councils Net Zero Action Plan, identifying and removing barriers to progress and 
action.

 Being fully accountable for the effective management and control of delegated capital and revenue 
budgets in the delivery of the Council’s strategic objectives and policies. 

 Being responsible for ensuring that there is a culture of value for money and compliance with financial
regulations across the service.

 Have regard for and use of relevant performance and financial benchmarking data as part of business
planning to identify opportunities for improved value for money.

 Maintaining up to date financial records on the Corporate Finance System.
 Responsible for commissioning and interpreting financial management information in performance 

reports and making informed/strategic decisions.
 Responsible for financially planning, procuring, and negotiating commercial arrangements to ensure 

risks are managed within budget affordability limits and best value is achieved.  

Leadership Capabilities
Strategic Awareness
 Strategically innovative in your approach to co-design and delivery, building a shared sense of 



purpose and joint enterprise across Liverpool.
 Takes a One Council approach to deliver more effective outcomes and avoids silo-ed, single division 

or service area approach.
 Develops a positive and compelling vision of the council’s future potential and sets organisational 

priorities by identifying where time and investment is needed most.
 Translates strategic priorities for staff, enabling teams to focus on delivery.
 Understands roles and responsibilities across the Council, how the authority works, functions and 

governance.
 Understands the complexities of political dynamics and uses this to build credibility and manage 

relationships with elected members by successfully advising and supporting them.
Inspirational Leadership
 Provides authentic, honest and respectful leadership to inspire individuals and teams.  
 Uses empathy, mentoring and coaching to motivate and engage, developing talent and making 

people feel respected, brings out the best in them.
 Uses emotional intelligence to consider the impact of own action.
 Challenges poor performance constructively and holds difficult conversations to bring about change in

behaviour; takes action to make courageous decisions when required.
 Communicates with credibility and conviction to convey key messages and influence people.
Collaboration
 Consults and communicates with stakeholders, including elected members where appropriate, early in

critical organisation and system wide decisions.  Encourages an environment of openness and 
transparency.

 Listens; builds relationships openly, gathering ideas and adapts objectives based on the context 
behind staff and stakeholder needs and requests.

Outcome and Delivery Focused
 Takes accountability for outcomes and responsibility for delivery in own area
 Sets clear organisational objectives linked to priorities, cascading challenging yet achievable 

deliverables to directorates.
 Monitors progress towards KPIs; acts as an enable to achievement, not a blocker.
 Knows what to do and when to do it, delivering at pace and changing path when necessary.
Improvement Oriented
 Leads and drives initiatives to identify and deliver efficiencies across the council and through 

partnership working.
 Challenges self and other to think outside of the box; enables the council to continuously improve and 

innovate in the long term.
Customer First
 Focused on the customer – recognises the focus of making lives better for the people of Liverpool as 

citizens and partners.
 Engages with customers to ensure development and delivery of services in line with customer needs.
 Is committed to customer excellence and accountable for the effective resolution of complaints and 

uses customer feedback for organisational learning and continuous improvement.
Valuing Difference
 Ensures equality of access to services across the organisation and community.
 Respects and values difference – understands that not one size fits all.
 Listens to staff and involves them in decisions, trusts people without micromanaging.



PERSON SPECIFICATION



Job Title Director of Customer

Salary Band £96,050 - £113,000

Directorate Office of the Chief Executive

Reports to Chief Operating Officer  

Direct Line Reports Approx. 3

Budget Responsibility Budget responsibility: approximately £2.5M 
(subject to review)

Current areas of responsibility (subject to 
review): 

 Customer strategy, operations and 
improvement 

 Contact Centre 
 One Stop Shops 
 Customer Feedback and Complaints 

Staffing Responsibility Employees in division (approx. subject to 
review): 

 Customer Access - 114 
 One Stop Shops – 36 
 Customer Feedback Team - 4

Note to Applicant: In your application, you should provide evidence of meeting all points on the 
person specification, particularly those marked as essential

Requirement Essential or 
Desirable

Stage of Assessment

Qualifications and 
Training

 Educated to degree level or 
equivalent. 

 Relevant professional or 
managerial qualification or 
equivalent. 

 Evidence of continuous 
professional development 
related to customer service.   

Essential 

Essential

Essential

Application 

Application

Application

Experience  Substantial senior management 
experience in a local authority 
or large, complex organisation 
with responsibilities similar to 
this role and a track record of 
delivery. 

 Proven record of leading 
strategic and operational 
customer functions and driving 
the transformation and redesign
required, at pace, to improve 
service standards, reduce 
demand, deliver improved 
performance and efficiencies. 

 Proven experience of building, 
leading and managing multi-
disciplinary teams and ensuring 
a committed and engaged 
workforce. 

Essential 

Essential

Essential

Application, Interview 

Application, Interview

Application, Interview



 Demonstrable record of leading 
the formulation, delivery and 
ongoing development of 
customer service-related 
strategies and policies and able 
to evidence impact, and where 
appropriate reduce demand. 

 Evidence of success in 
delivering customer services 
within tight budgets constraints 
and with limited resources. 

 Successful experience of 
leading a performance culture, 
designing KPIs and data/ 
research strategies and able to 
evidence improvements in 
performance with the function 
and organisationally.

 Experience of ensuring equality,
diversity and inclusion issues 
and commitments to the 
environment (as articulated in 
the Mayor Triple Lock and 
social value commitments) are 
fully integrated in the Council’s 
approach to customer service. 

 Experience of building and 
maintaining relationships with a 
diverse range of stakeholders, 
including Cabinet Members, 
Scrutiny, and local elected 
members, sometimes in 
challenging circumstances. 

 Experience and a proven track 
record of delivery in a complex 
partnership environment, with 
the ability to use a wider range 
of levers to deliver improved 
customer services and 
resolution for the City’s 
residents.

Essential

Essential

Essential

Essential

Desirable

Essential

Application, Interview

Application, Interview

Application, Interview

Application, Interview

Application, Interview



Skills/Abilities   A strategic leader who can 
work collaboratively to deliver 
an effective and efficient 
strategic and operational 
customer function.  

 Significant professional 
experience and knowledge of 
customer service operating 
models, processes, 
transformation and 
improvement methodologies 
and associated current and 
emerging policies and practice. 

 Strong communication, 
influencing and negotiating 
skills able to embed customer 
services values and behaviours 
in a complex organisation, build
effective working relations and 
drive efficiencies. Ultimately be 
the champion for customers at 
LCC. 

 Be a forward-thinking 
technologist who understands 
how to utilise technology to 
drive productivity and improve 
performance and standards. 

 Able to build trust and credibility
with internal and external 
stakeholders, often needing to 
manage operational issues 
whilst maintaining a focus on a 
long-term goal. 

 Excellent verbal and written 
communication skills, including 
the ability to articulate and 
disseminate a vision; able to 
influence, present and engage 
to a wide range of audiences. 

 Approachable, resilient and 
politically aware, able to 
understand and reflect political 
sensitivities, where appropriate,
whilst maintaining political 
neutrality.

 Sound judgement and the 
ability to advise, challenge, 
problem-solve and support 
senior and other colleagues, 
sometimes in challenging 
circumstances. 

 Strong analytical skills, and the 
ability to use data and 
information intelligently to 
inform evidence-based planning
and evaluation. 

Essential 

Essential

Essential

Essential

Essential

Essential

Essential

Essential

Essential

Application, Interview

Application, Interview

Application, Interview

Application, Interview

Application, Interview

Application, Interview

Application, Interview

Application, Interview

Application, Interview



Personal Style and
Behaviour

The highest personal integrity and 
loyalty, supportive to colleagues, with 
a drive to deliver corporately on the 
City Council’s vision and values

Essential Interview & Assessment
Centre

Commitment An understanding of and a personal 
commitment to the vision, aims, values
and priorities of Liverpool City Council.

Essential Interview & Assessment
Centre

Equal Opportunities - Our Commitment

Liverpool City Council is an equal opportunities employer.  We are committed to the fair treatment of our 
staff, potential staff and service users, regardless of age, disability, gender, sexual orientation, race or 
religion.

We respect the diversity of all employees and monitor our workforce and employment policies by race, 
gender and disability.

We actively promote equality of opportunity for all with the right mix of talent, skills and potential, and 
welcome applications from a wide range of candidates, including those with criminal records.

We select all candidates for interview based on skills, qualifications and experience

It must be understood that every employee has a responsibility to ensure that their work complies 
with all statutory requirements with Standing Orders and Financial Regulations of the City Council 
and to ensure that all work functions are undertaken in accordance with health and safety 
legislation, codes of practice and the City Council’s safety plan.

This job description is not intended to be either prescriptive or exhaustive. It is issued as a 
framework to outline the main areas of responsibility.


