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Foreword from CEO 

"West Highland Housing Association is changing.  Since 2000 the organisation has grown substantially and we now 
own and manage over 800 properties.  In 2014 we took the strategic decision to join Link Group as a subsidiary 
Company and we are now reaping the benefits of this decision with us taking responsibility for management 
for another 300 properties in Dunbeg just outside Oban.  This will take the organisation to managing over 1200  
properties in Oban, the surrounding area and the islands of Jura,  Colonsay, Islay, Tiree, Lismore, Luing, Mull and Iona. 
As we grow as a Landlord and service provider we are growing our team to reflect and support our future ambition. 
This is also in response to the Scottish Government strategic direction for Housing 2040.

The post of Director of Customer Experience is a new post that reflects our priority in the coming years.  We want 
to develop a new relationship with our tenants and customers that places them at the heart of our decision making 
and allows us to use information to develop a customer focussed service. That service includes maintenance and 
improvements of our property, to how we let properties; to how we manage our estates and make them great places 
for communities to thrive, and also, how we have a meaningful dialogue with people around the more difficult issues 
from paying rent to living with neighbours.  West Highland have excellent relationships with our external partners both 
strategic and those at a local level working in the community. This post will be crucial in keeping existing relationships 
but also developing new ones as the focus of the organisation changes. This will be a challenging post but you will 
have support from myself, the Senior Leadership Team and the Board, as well as all of our staff colleagues within the 
organisation.

We are looking for someone who is genuinely interested in housing, communities and place making and  
understands the difference a high quality affordable house makes to people. But more than this, people should have 
an understanding and interest in communities and placemaking. We want someone who is curious and does not 
have ready made off the shelf answers and, most of all, we want someone who understands that people make the 
difference.

We have excellent conditions of service – 35 hour working week, 32 days annual leave plus 8 public holiday and a 
pension scheme.  Over the past year like all businesses we have worked differently with a mix of home and office 
working and we see this hybrid solution likely to continue in the future. This post is about leading the largest team 
within WHHA and the experience and ideas that you bring to the organisation will help us to continue to improve.

On a more personal note I have been with West Highland Housing Association since 2006.  My career until moving to 
Oban had been mainly within the Central Belt of Scotland and this at the time was a major move for me both in terms 
of work and lifestyle.  I have never regretted the move.  I absolutely love working with the Board and my colleagues 
at West Highland and also within the wider Link Group.  I would encourage anyone interested in the post to follow 
up their interest."

Lesley McInnes – Chief Executive
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Immerse Yourself - Oban, Lorn and the Inner 
Hebridean Isles 

Your first view of Oban is one you are unlikely to forget. From the north, you glimpse this bustling port from the top 
of the 'Bealach-an-Righ'. As you sweep down the hill towards the expanse of the bay, the view opens up before you 
and one begins to appreciate why Oban has developed into one of Scotland's most popular towns to live and visit.

A dream location for many, mountains sweep down to the fishing port of Oban, known as ‘Scotland’s Seafood Capital’. 
This Victorian resort is full of life, with ferries to the Hebrides coming and going, bars and streets packed with shops. 
North of Oban, two picturesque peninsulas – Benderloch and Appin – offer great walking and cycling routes.

The island of Kerrera sits in Oban Bay. Lismore is another gem. Further south you can cross the ‘Bridge over the 
Atlantic’ to the island of Seil. The waters around Oban and Lorn offer awesome sea kayaking. Paddle to islands, 
explore sea caves and set off on the Argyll Sea Kayak Trail. Within easy driving distance for winter sports at Glencoe 
and Aonach Mor (Ft. William). 

Living in one of the most spectacular places in Scotland can provide you with an ideal work/life balance.  You will be 
able to pursue and develop your career with a successful and progressive organisation whilst having some of the best 
cultural experiences on your doorstep. 

This is a truly stunning part of Scotland, rural in nature, with 
good transportation and access to major cities Inverness, 
Glasgow, Stirling and Edinburgh in a matter of a few hours.

Working across Oban, Lorn and the Inner Hebridean Isles 
is more than a job, it is a way of life, a community and 
happiness for many.
The region bustles with activity, with sports and activities 
being played by the locals at the local sports club – Atlantis, 
from swimming to tennis, and climbing to crossfit.

Dunollie Castle, the home over 1000 years ago of the Clan 
Chiefs and Lords of Lorn, and the ruins of Castle Coeffin 
on Lismore are ever present today, 2 of many reminders of 
the history of the region.



3 West Highland Housing Association 
For the Recruitment of Director of Customer Experience

Festivals are ever present, and part of community life, from the Tobermory Book Festival to the Oban Live Music 
Festival, and the Highland Games to the Oban Winter Festival. There is constant activity within the area and always a 
new experience close-by.

Events And Festivals | What's On | Wild About Argyll

Activities in Oban | Love Oban

Everywhere you turn, there’s something special to see and do in Oban & Lorn, whether you like to take it easy or you 
seek an adrenaline rush. Castle hunting, shopping, diving, kayaking, sailing, walking, cycling, guided touring, hearing 
live music, visiting museums- there is so much to choose from no matter what time of year it is. 

https://www.wildaboutargyll.co.uk/events-and-festivals/#goto-cultural-events-festivals
https://www.oban.org.uk/activities/
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Oban & Lorn – Key Facts

Business & Economy

The town of Oban is an important transport hub and is a centre for local services, retail, marine and  land based 
tourism, fishing, aquaculture, the Seafood Capital of Scotland, Gaelic culture and world class marine research at 
the Scottish Association of Marine Science (SAMS) and the European  Marine Science Park. The area is endowed 
with world-class tourist attractions and a variety of  environments unsurpassed in Scotland. The island economies, 
although fragile, have the  opportunity to build on their outstanding environment and heritage, such as Iona, in terms 
of its  unique place in the story of Scotland and Christianity; and Mull as a centre for eco-tourism and the arts with 
Argyll and Bute’s only dedicated theatre and arts centre, An Tobar.

The region is currently part way through a regional economic development plan, which by 2024, seeks to ensure 
Oban, Lorn and the Isles will be:

• A better connected and accessible place with improved ferry services, road, rail, air and  active travel links 
together with improved telecommunications networks and broadband  coverage.

• A place of outstanding natural and built heritage with enhanced natural assets and new  community owned 
facilities such as the Lismore Community Museum, the Luing Atlantic  Centre and the Coll Community Centre.

• A place that can offer a wide range of housing choice in places with modernised essential  services and 
infrastructure, with a focus on larger scale growth in Oban, the Dunbeg  Corridor and Tobermory in Mull.

• A competitive place better connected to the global economy with thriving island and  mainland communities that 
provide an incentive for businesses to locate to, particularly at  Dunstaffnage in relation to the European Science 
Park and the implementation of the Lorn  Arc Tax Incremental Finance project together with major tourism related 
developments at  Saulmore Farm and Tom Leith at Dunbeg.

• A greener place with community led smaller scale renewable energy projects, and wave  and tidal projects that 
have helped grow the local and national economy.

Oban
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Key sectors (% of total employee jobs): 

• healthcare: 18.9%;

• tourism: 15.7%; and

• retail: 9.3% 

Education & Schooling

Oban is the main town in the area and it has two main primary school locations, one of which is a mixed campus 
with denominational, non-denominational and a Gaelic Medium primary school. Both locations provide pre school 
education. Most of the Lorn area villages have their own local primary schools, many of which have integrated pre 
school centres.

Oban High School, in a brand new building, presently supports around 1000 secondary pupils and includes a learning 
centre, a School of Rugby and a School of Traditional Music. Pupils from the nearby islands of  Colonsay, Coll, South 
West Mull, Lismore are able to attend living in a School Hostel in Oban operated by Argyll & Bute Council. Tiree and 
Mull have their own High Schools. 

There are also two colleges, associated with the University of the Highlands and Islands: Argyll College in Oban, and 
the Scottish Association for Marine Science (SAMS) in Dunbeg.

Transport

Oban lies at the western end of the A85 road. A number of ScotRail trains run between Oban railway station and 
Glasgow Queen Street daily. The town is an important ferry port: it is Caledonian MacBrayne's busiest terminal. Oban 
is known as the "Gateway to the Isles", with ferries sailing to the islands of Lismore, Colonsay, Islay, Coll, Tiree, to 
Craignure on Mull, to Castlebay on Barra and to Lochboisdale on South Uist. In 2005, a new ferry terminal was 
opened, and in 2007 a second linkspan opened, allowing two vessels to load/unload at the same time.

Scottish Citylink run buses from Glasgow's Buchanan bus station several times a day; in summer, buses run from 
Dundee via Perth (route 973) and to Edinburgh via Stirling (route 978).
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Opportunity & Context

This is a fantastically exciting time, and period of change for West Highland Housing Association, as we look to evolve 
to become a more digitally led and customer centric organisation. We are part of the 2nd largest Registered Social 
Landlord and Housing Group (Link) in Scotland and are taking on responsibility for an additional 300 properties to 
manage in the next year. As part of this expansion, we are looking to appoint a new Director of Customer Experience, 
a newly created position, to join as part of our Strategic Leadership Team.

If you are looking to play a key role in the development, improvement and transformation of our business, as well as 
directly affect the lives of many of our tenants, and enjoy living in one of Scotland’s most idyllic locations, this could 
be your dream role!

You will have the opportunity to lead key change initiatives, including the digitisation of our services and the introduction 
of new, innovative value add services. You will have the ability to truly influence the organisation, developing both 
cultural and operating principles of the organisation, all with the intention to drive customer experience and delivering 
excellent services.

In the next year we will manage 1200 properties across a wide geographic area, and we will be increasing our 
current headcount of 23 (which includes 3 temporary members of staff) to 31. As our Director of Customer  
Experience, you will lead on all service delivery and play a key role in developing and contributing to the organisations 
new business planning cycle from 2022 - 2027. In this hands-on role, you will hold responsibility for Customer 
Services, bringing the customer experience strategy to life through effective delivery, performance improvement  
and complaints resolution.

The post holder will be highly skilled at driving action and improvement for our customers ensuring we continue to 
improve, innovate and deliver positive outcomes.
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The main areas of the work:

• You will perform as an accountable member of the Strategic Leadership Team

• Responsible for our front-line housing and customer service delivery and committed to meeting our customers’ 
needs

• Assisting with the digitisation of services for our customers and help launch, embed and develop the use of our 
customer portal, maximising take up through dedicated campaigns

• Lead, inspire, motivate and manage our Housing and Customer Services Team, who are responsible for front line 
interactions

• Manage our complaints and feedback service

• Develop and conduct in-house training/briefing sessions designed to driving up and maintaining excellent 
customer care skills from all front-line staff.

• Increasing and promoting opportunities for our customers to engage within our new engagment strategy

2.  Role Purpose

What we expect from you:

• Extremely customer focused

• Demonstrable leadership abilities

• Experience of managing the customer feedback cycle

• Strong organisational skills with proven experience of  
managing a range of communication methods

• Great influencing skills and people motivator

• Housing knowledge and experience would be  
advantageous
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Key Responsibilities 

• Ensure that the Housing and Customer Services team works 
in collaboration with all other business functions, consistently 
delivering great end-to-end customer experience across all 
parts of the customer journey

• Lead and support the team in delivering the tenant 
engagement strategy

• Collecting feedback from customer interactions to derive 
meaningful insights for improvements and; guiding teams 
to ensure a customer-centric attitude while adding new 
customers or dealing with existing customers

• Developing and delivering an internal customer quality 
standard framework, including customer personas, 
customer journey maps and a range of KPI’s across 
customer touchpoints

• Lead and develop the Housing and Customer Services 
team - encourage curiosity, problem-solving,  and customer-
orientation amongst the team

• Liaise with directors and heads of services across Link 
Group and within WHHA to share good practice customer-
centricity in their respective departmental work and help 
them deliver in accordance with the overall customer 
experience strategy.

• Identify processes and practice for change across the 
organisation  improving customer experience

• Create and implement an analytics strategy for best in class 
service delivery. Leverage existing and additional relevant 
technologies for reporting and analytics across customer 
service and other customer facing functions/ channels

• Sample telephone surveys of people who have used our 
services and report on the findings of these

• Make sure customer and complainant surveys are carried 
out continuously in order to produce timely, up to date 
information about customer experience across all areas of 
the business. 

• Make sure that learning from complaints is shared within 
the organisation as well as with contractors, partners and if 
appropriate, publicised. 

• Lead service reviews and improve our understanding of 
“customer journeys” and how effective we are in dealing 
with customers. 

• Carry out any other duties within the scope, spirit and 
purpose of the job as requested by management (as duties 
and responsibilities change, the job description will be 
reviewed). 

• Develop local and regional networks and take personal 
responsibility for your own continuous development, attend 
training and participate fully in the organisation’s appraisal 
and personal development programme. 

• Support WHHA to become a net zero business

• Ensure there is good relevant information to ensure the 
Board can perform its strategic function
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Person Specification

CRITERIA Essential Desirable

1. Experience 
and 
Qualifications

• Higher Education qualification 

• A track record of developing and improving customer 
experience and services



• Working knowledge of housing 

• Experience of operating at a senior level 

• Excellent communication and influencing skills, able to 
inspire others



• Effective stakeholder management skills, working 
collaboratively with senior managers and operational 
teams across various functions



2. Knowledge, 
Skills and 
Abilities

• Experience of delivering strategic customer projects, 
developing service improvement plans and delivering 
operational service transformation



• Working knowledge of supportive customer technology 
such as CRM systems, AI and automation technology



• Understanding of strategic management, business and 
project planning



• Demonstrate customer service performance through 
application of effective service delivery and quality 
assurance 



• Able to demonstrate leadership and people management 
skills



• Experience of developing and implementing meaningful 
performance indicators and targets



• Ability to think strategically, interpret and analyse complex 
issues with speed and accuracy, and communicate them 
effectively and credibly to different audiences



• Good understanding and practical awareness of ICT & D 

• Experience of working with regulatory and governance 
frameworks



• Knowledge of the regulatory and governance framework 

3. Values • Committed to continuous improvement 

• Understanding how innovation plays a part in developing 
high quality services



• Commitment to developing good positive, relationships 
with colleagues and customers



4. Other • Full driving licence 

• Ability to work flexibly and attend meetings in rural or 
island locations including overnight stays when required
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Our vision
We aim to support our communities by providing and 
maintaining quality neighbourhoods and homes for life.

Key to our work is supporting local communities with their 
housing and employment ambitions. 

Housing and a vibrant economy go together and we are 
committed to help smaller, more rural, fragile communities 
attain both housing and economic growth.
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Further Information

For further information or a confidential discussion, please contact Jamie Brown on:
 
jamie@fwbparkbrown.com
 

Or alternatively, you can contact our Edinburgh office by phone on  +44 131 539 7087.



FWB Park Brown 

T: +44 (0)131 539 7087

www.fwbparkbrown.com


