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FOREWORD FROM FANCHEA KELLY, CHIEF EXECUTIVE

Thank you for being interested in this exciting post with Blackwood. Our 
purpose is to help people live independently, with services and products 
which mean they can choose how they wish to live their life to the full, 
regardless of age or disability.  

We believe it is an incredibly important time in Scotland in demonstrating 
how well we can do this, as our population ages and as Covid-19 brings 
new meaning to supporting people to live safely and well in their homes 
and communities. 

The role of Director of Customer Service will give you a great opportunity to use your skills, 
experience, and ambition for change to deliver high quality services for our customers, with our 
teams across Scotland. 

We’re proud of our heritage of innovation using design and technology and if you can align 
this with quality delivery every day for our customers then we’d really like to hear from you. 

It is challenging combining housing and care services across the geography of Scotland, but 
we’re determined to bring our expertise, resources and commitment to bear on changing lives 
and creating opportunities. 

I could not be prouder of our teams across the country so you will lead a committed workforce 
who love helping customers despite often challenging circumstances. 

We’re moving into a new strategic period, with lots of demand for our homes and services and 
great opportunities for securing a sustainable future for our unique independent living offer.  So, 
it’s a really good time to join us and add your considerable expertise to our senior team. 

We’re flexible, adaptable, concerned with what works well, and curious about creating the 
future, so if this sounds interesting, we’ll welcome your application.



For the Appointment of
Director of Customer Service2

ABOUT BLACKWOOD HOMES AND CARE 

Blackwood is a leading housing and care provider, specialising in services for people with 
disabilities across Scotland. Founded in 1972 by Dr Margaret Blackwood, the organisation is 
entirely focused on creating personalised and individual solutions to help people live fully and 
independently. 

With over 550 employees, 1500 properties, 3 care homes and over 10,000 hours per week in 
care at home services across Scotland, Blackwood operates in 29 out of 32 local authorities. 
We provide homes, care and support for adults with physical disabilities, long term conditions, 
sensory impairment and learning disabilities.  We also provide care services to older people 
who require additional support to enable them to live in their own homes. 

Blackwood’s teams are friendly, committed, motivated and trained to the highest level, which 
ensures the best possible outcomes are achieved for our customers. 

Blackwood’s local bases in Stirling, Glasgow, Aberdeen, Dundee, Ayr, and Edinburgh facilitate 
a unique and streamlined housing and care service. Being closer to our customers ensures we 
are in the best position to support people at a personal level and enable them to live their life 
to the full. 

We have accessible and modern bespoke housing aimed at providing great value for people 
with a range of disability and housing needs, and our ongoing investment programmes aim to 
ensure that existing homes are upgraded to meet statutory obligations and customers’ priorities. 

Our Care Inspectorate grades have been consistently very good and excellent, and we are 
determined to maintain this high standard of care.
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OUR VISION, AIMS AND VALUES 

Our Strategic Plan contains two main themes, supported by nine strategic aims:

1. To provide value and quality for customers

2. To invest in innovation

Ensuring our 
care business is 

sustainable

Promoting our 
digital offer

Building the 
Blackwood House

Increasing 
customer satisfaction

Managing 
and developing our 

workforce

Effectively 
managing our 

finances

Protecting 
our employees and 

customers from harm

Ensuring 
good governance 

and statutory 
compliance 

Continuing to 
innovate

Blackwood has four core values to ensure everything we do as an organisation and as individuals 
demonstrates integrity and accountability:

Taking 
Responsibility

Open and
Honest

Keeping our
Promises

Respect and
Understanding
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THE BLACKWOOD BOARD

Blackwood’s Board is currently made up of 12 
members. 

The Board is responsible for agreeing the 
strategic direction. The Board and its 2 sub-
committees also monitor the performance 
and ensure that the business is financially 
sustainable.

BOARD

Services
Committee

Audit & 
Performance
Committee

Chief Executive

SENIOR MANAGEMENT TEAM

Director
Customer
Service

Finance
Director

Development &
Commercial

Director

Head of
HR & OD

Head of
Business  
Services Head of

Innovation

Regional  
Managers

(East/West/North)

New  
Business
Manager

Finance
Manager

Business  
Solutions
Manager

Property 
Investment
Manager
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INVESTING IN INNOVATION 

Blackwood’s Digitally Enhanced Support System

Possibly Blackwood’s most ambitious and innovative product to date, CleverCogs is our 
bespoke and award-winning digital platform for customers. CleverCogs plays a pivotal role 
in keeping people independent, in control and in their home, supporting digital inclusion and 
reducing feelings of boredom and isolation as a result. Throughout the development we have 
involved commissioners, customers, families and our teams as well as support from government 
and our software team at Soft Orange.

Through CleverCogs we are deploying tablet devices to each of our customers with training 
and support provided by our in-house digital coaching team. We have installed nearly 600 of 
these devices in customers’ homes and our care homes across Scotland, along with rolling out 
a programme of connectivity with broadband and Wi-Fi. 

CleverCogs enables people to stay in touch with friends and family, including a video chat 
function. Our customers can catch up on web resources that are customised to suit their 
needs and interests, as well as receiving reminders of any appointments, visits or prompting 
medication they need to take. It enables us as a registered care service provider and social 
landlord to build bespoke services and customer solutions around the individual considering 
both their formal and informal needs. The system works across all aspects of an individual’s 
care, housing and support needs. 
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INVESTING IN INNOVATION 

The Blackwood House – Highly Accessible, Affordable, Connected, and Beautiful

The Blackwood House seeks to deliver effective use of space, light, and technology, to assist 
and encourage independent living in a contemporary and homely environment. The added 
bonus is that the house is flexible and adaptable for the future as needs change over time. 

Our CleverCogs platform can control the environment including home electric doors that slide 
open and shut at the touch of a button, electric blinds that can be controlled from an app to 
suite a range of scenarios that are installed in each room as well as rise and fall kitchen surfaces 
and cupboards. Fully adapted bathrooms with adjustable rise and fall sink also fits any height 
or equipment with units sliding along the wall and locking wherever is comfortable. 

Our customers told us they want to have as much control as possible so the technology integrated 
in the homes can enable people to live in their own home and in their own neighbourhood 
as opposed to residential care. The Blackwood House is to be a home that continues to allow 
people to pursue the pleasures of life today, while feeling secure that their home can adapt to 
their future needs. 

The Blackwood House arrived in Helenvale, Glasgow in September 2020 with our teams having 
a pivotal role in supporting our customers in their new homes!
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INVESTING IN INNOVATION 

24/7 Responder Support Service 

• Initially launched in 2016 as a night support service in partnership with City of Edinburgh 
Council

• Expansion into a 24/7 service model from October 2020 in Glasgow and Edinburgh

• Offers a range of options for people with varied care and support needs during the day 
and at night using CleverCogs

• Provides remote support in both planned and emergency situations for customers living in 
their own homes

• Support team responds to customer calls via video, activated by customers using their 
technology-enabled care equipment

• Provides a home visit in exceptional circumstances to people living within short drive of the 
office

“We have customers who may 
have had previous problems with  
their health and wellbeing, but the  

team have noticed a massive change  
in the lives of some of our customers  

who are now in regular  
contact with us”. 

(Night Responder Support Worker)

“There will always be someone 
there at the 24/7 Responder Service, 

no matter what time of day or night it is, 
no matter what time of the year it  

is…we are here 365 days of the year”. 
(24/7 Responder Team Leader)
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THE ROLE AND CURRENT CONTEXT

Blackwood Homes and Care seeks to appoint an ambitious customer service leader, to drive 
service performance and help people live life to the full in our neighbourhoods. 

Enabling our customers to live independently is our strategic purpose and our vision and 
values guide how we deliver that purpose. We engage with people to design the services and 
products which will support them to live independently, both now and in the future, and we 
invest in innovation so that we can find the right solutions for the customer.  

The Director of Customer Service will lead on the delivery of our services across Scotland as 
we embed digital change to support customers’ priorities. The quality of our service delivery 
is critically important for customers and for our business and reputation and the Director will 
ensure that our improvement plans are clear and implemented in our neighbourhoods across 
the country.

In the next period we want to further improve our engagement with customers and Team 
Blackwood, so that we renew our focus on what matters for living independently. Our systems 
and processes must support our strategic purpose and the Director will work with colleagues 
and partners to ensure we get this right. 

The Director will lead our service delivery culture, joining up housing and care services so that 
the outcome for customers is always positively focused with partners and contractors to solve 
problems and challenges.

The role includes responsibility for ensuring effective service planning, delivery and quality 
assurance of all services to customers, and ensuring that our reporting and monitoring systems 
keep visibility of our progress.

We invest in innovation, design and technology to ensure our products and services are fit for 
the future, and the Director will work with colleagues to support our innovation programmes 
and to design our channels for embedding innovation into our business-as-usual delivery.  

The Director will report to the Chief Executive and be a member of the Executive Management 
Team (EMT), leading Blackwood’s area-based operational managers and managing our 
delivery networks across Scotland. 

The postholder will be an aspiring strategic leader with the gravitas to influence and make 
strong and informed business decisions. With excellent communication skills, experience in 
delivering digital systems and process change, and commitment to collaborative working, the 
Director will join an ambitious and innovative senior team at Blackwood.  
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JOB PROFILE

POST:     Director of Customer Service 

RESPONSIBLE TO:  Chief Executive

PURPOSE:   To provide strategic and operational leadership of excellent   
    customer service across Blackwood’s independent living services.
    As an Executive Management Team member (EMT), ensure that  
    Blackwood customers are enabled to live independently with the  
    right support from our people and digital assistance.

SUMMARY OF ROLE OUTPUTS:

• Develop and deliver excellent customer service and engagement across our independent 
living services

• Implement our digital offer to enhance the customer experience and promote Blackwood 
as a sector leader in independent living

• Lead our operational teams, ensuring that our values are embedded, and the right culture 
and behaviours underpin our delivery of all customer service

• Lead the design and improvement of Blackwood’s bespoke housing, care, and support 
services through customer, partner and neighbourhood stakeholder engagement

• Ensure that our local services are developed in a way that delivers our Business Plan and 
Strategy, meeting the needs of our customers, and their surrounding neighbourhoods

• Ensure that our governance, regulatory and statutory obligations are met, and appropriate 
changes are reflected in our strategy and operational policies and practices

• Ensure our services remain responsive during the current climate and have scope to adapt 
through agile and flexible leadership

• Deliver the right return on investment across Blackwood’s independent living services, 
commensurate with high levels of customer satisfaction and engagement

• Work with the Chief Executive to advise and support Board and Committees as required to 
fulfil our Strategy and Business Plan, and to manage budgets
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ROLE RESPONSIBILITIES:

1. Customer Service

• Drive change in Blackwood’s customer service, achieving improved communication and 
engagement with customers across our independent living services, and efficiency in our 
delivery models

• Grow Blackwood’s offer as a leader within our sector focussing on innovative and sustainable 
personalised solutions

• Develop our reputation by building a whole systems approach to support successful 
customer journeys

• Design and implement research insights and robust measurement and reporting systems on 
customer service delivery and evaluation

• Embed an effective customer feedback and complaint system, ensuring responses to 
customer feedback are consistent, responsive and adapt to lessons learned

• Work in collaboration with existing and new partners to ensure Blackwood’s approach to 
customer service is informed by knowledge sharing, market trends and best practice

2. Independent Living Services

• Develop and maintain a sustainable housing and rent strategy for current customers and 
for Blackwood’s long-term business plan

• Lead on strategic business planning for new care contracts, development opportunities or 
areas of work in both tendered services and development of existing contracts and services

• Ensure that people, systems and processes are in place to deliver a high-quality customer 
service aligned to local needs and regulatory requirements

• Maintain excellent performance and external validation for all services and ensure customer 
satisfaction is high

• Work collaboratively within the Executive Team to identify opportunities for housing and 
care development and new business, to deliver Blackwood’s 5-year strategy and Business 
Plan

• Maintain the right balance between sensitive housing management and organisational 
efficiency, working with colleagues or external agencies as appropriate

• Lead on Blackwood’s delivery of the Social Housing Charter, including with Team Blackwood

• Ensure customers are effectively involved in decisions relating to their tenancy and 
enjoyment of their home and neighbourhood
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3. Digital services

• Implement our digital plan to support business growth and futureproof the customer 
experience

• Lead on co-design and improvement planning to enhance Blackwood’s digital offer, 
ensuring the active participation of customers, local teams and partners in the development 
of business solutions

• Develop and maintain collaborative working between EMT, senior managers and local 
services in embedding our digital plan so that it promotes great customer service

• Direct others in the planning and management of projects, ensuring rollout of customer 
solutions are within expected timeframes and budget

• Proactively engage and network with existing and new partners to ensure our digital plan 
remains adaptable to the challenges of the current external environment

4. People Leadership and Management

• Lead our operational teams across Scotland to deliver excellent customer service

• Ensure commitment to our values and our strategy in all customer facing teams

• Ensure joint working between all teams so that customers experience great services

• Advise on the right structures, capabilities and capacity so that our People Strategy reflects 
the right delivery priorities for our services

• Ensure that innovative approaches to recruitment and retention of front-line teams support 
our strategic purpose and our business

5. Governance, Quality and Performance

• Ensure there is accurate and timely reporting of performance information to teams, managers 
and Board and that there is a clear focus on quality and performance improvement

• Achieve a high level of organisational effectiveness for all services, ensuring that business 
processes are well-designed, and technology is used to maximise efficiency

• Ensure compliance with regulatory requirements as well as organisational standards

• Direct others in the development and implementation of policies, procedures and service 
quality standards reflecting the provision of an excellent service, including arrangements 
for quality assurance, monitoring and review

• Play an active part in the corporate governance of Blackwood, ensuring compliance with 
the requirements of corporate governance, including the timely and appropriate provision 
of considered advice, on all matters within sole or shared responsibility
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• Advise the Chief Executive and Board in all matters relating to Housing and Care policies

AUTHORITIES AND LIMITATIONS

• Manage the development of overall capacity across Blackwood by supporting managers 
in the planning and implementation of new service models

• Maintain an awareness of current and expected changes in our strategic operating 
environment, legislative and social changes and to identify and recommend necessary 
changes in our strategy and operational practice

• Take responsibility for overseeing the financial planning and budget management processes 
for all frontline services in housing, care and support

• Other financial and management authority set out within our Standing Orders and as 
deemed appropriate by Blackwood’s Board of Management

GENERAL

• Report to the Chief Executive, Board and Committees as required, including assessment 
and appraisal of proposed projects, reports on developments and project progress and 
performance monitoring

• Undertake such other reasonable duties consistent with the scope and purpose of the post 
as may be instructed by the Chief Executive
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PERSON SPECIFICATION Value of 
Criteria

Director of Customer Service

EXPERIENCE & QUALIFICATIONS
Proven track record of operating within a Senior Management capacity X
Substantial relevant and recent experience in designing and delivering customer 
service functions X
Experience of engaging with customers and leading sizeable operational teams to 
do so (including communications, complaint resolution and system improvement) X

Experience of driving customer service improvements through enablement of 
technology X
Experience of building relationships with customers, partners and other key agencies X
Experience of business management of care and support services X
Previous experience in a public or voluntary sector organisation, preferably in the 
housing or care sector X
Proven project management experience X
Strong exposure to leading budget and financial planning X

KNOWLEDGE, SKILLS & ABILITIES

Strong evidence of driving customer service performance through application of 
effective service governance, planning, delivery and quality assurance X

Ability to deliver systems and process change through continual improvement 
techniques and methodologies X
Understanding of strategic management, business and project planning X
Demonstrable understanding and implementation of statutory and, if relevant, 
regulatory obligations X
Ability to work collaboratively with senior teams on policy standards and 
development X
Strong people management skills with flexible and agile leadership capability X
Exceptional ability to communicate effectively with and influence a wide range of 
individuals at all levels X
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High level of competence and interpretive skills in IT and software applications X
Resilience and ability to cope with pressure and competing priorities X

VALUES & ATTITUDES

Ability to demonstrate empathy with Blackwood’s values X
Commitment to continuous improvement and excellence X
Commitment to the practical application of equalities X
Ability to engage in self-critical reflection and constructive, critical support X
Entrepreneurial approach, in balance with concern for existing services X
Demonstrated commitment to continuing professional development X
Embraces innovation and digital solutions to enhance customer experience X

OTHER CONSIDERATIONS

Ability to meet the practical requirements of the post including flexibility regarding 
travel (contingent on government guidelines) and occasional evening meetings X
Valid, current and full driving licence X
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CANDIDATE GUIDANCE

Blackwood Homes and Care is delighted to be working in partnership with FWB Park Brown on 
the recruitment and placement of our Director of Customer Service role. 

For further information or a confidential discussion, please contact Jamie Brown on:

jamie@fwbparkbrown.com 

Or alternatively, you can reach Jamie and the FWB Park Brown team by calling their Edinburgh 
office on 0131 539 7087. 

This pack can be provided in alternative formats such as in larger print, in Braille or as an Audio 
CD. It can also be provided in languages other than English. Please contact FWB Park Brown 
for further information. 



FWB Park Brown 

T: +44 (0)131 539 7087

www.fwbparkbrown.com


