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Performance Optimisation Coach
  
Our vision is to create communities where everyone has a safe home in a place where they’re proud to live. We’re big and we’re local. Residents are at the heart of our services, and we use our size to influence positive change in the areas where we operate.
  
But it’s also about living our values and all colleagues will be expected to demonstrate a commitment to our values through their behaviours on a daily basis. As a valued member of the Southern Housing Team, you will embrace our Southern Housing Group Values to inspire others as well as yourself to be 

· Honest 
· Efficient
· Accountable
· Respectful 
· Trusted

You’ll demonstrate these values by:

· You’ll be authentic and open & transparent in your actions and words
· You’ll have the belief that by working together we accomplish more, and work hard every day to improve services, efficiency and value for money. 
· You’ll take responsibility for delivering excellence and own your own actions.
· You’ll embrace difference, and put our residents, Colleagues and our partners are at the heart of all you do.
· You’ll do what you say you will and be relied upon to keep your promises.

And, of course, always collaborating as One Team, showing commitment to our approach to Equality Diversity & Inclusion, Health & Safety, Compliance and Code of Conduct policies and practices within Southern Housing.

 
The role

You’ll work collaboratively with the Performance Optimisation Team and other stakeholders to design, develop and deliver a learning framework for the Customer Access & Transactions Directorate. You will deliver induction training to new starters, helping to embed company values. You will coach and support in the continuous improvement of advisor performance.




The location
You’ll be based at our Croydon office, though some travel between offices may be required to deliver training/coaching sessions face to face.





What you will be doing:
  
· Delivering an induction process which will be used for all new starters in the directorate, taking into consideration this will be a design for an environment with above average staff turnover.	Comment by Lily Monk: I think that the design will be the accountability of the manager.  As per the 3rd bullet, they will feed back into the design.
· Delivering training and other learning activity, including systems training (8x8, Customer Dynamics etc.) to support colleagues develop the skills and knowledge they need to deliver in their day-to-day roles.
· Working collaboratively with the Team Manager and key stakeholders on the design of learning solutions that deliver a blended approach, that embeds our culture.
· Using a wide range of learning techniques (facilitation, coaching, feedback, and training delivery) to ensure learning is meaningful, impactful and embedded into day-to-day practice
· Working with your Team Manager and Quality Optimisation Lead to ensure that learning activity is evaluated, putting in place mechanisms for continuous improvement.
· Coaching Team Managers across the directorate in the techniques and methodology for delivering training to small groups on specific topics, enabling them to support the implementation of key process changes or new ways of working.
· Liaising with the Learning and Culture and the Workforce Planning teams to ensure that mandatory training for advisors is scheduled and completed.
· Liaising with the Knowledge Optimisation Lead to ensure that observations taken during coaching sessions are used to enhance the knowledge base information. 
· Working with Team Managers to ensure that advisors are appropriately trained on relevant specialist areas, including but not limited to, complaints, customer accounts, service charges, repairs, and customer service. 
· Adapting your training to embed feedback from Performance Optimisation team members on QA performance, TSMs, Complaint learning and contact types.
· You will play part in identifying service improvement areas in the directorate through use of analysis on feedback and data gathered through coaching.



 What you will need:

· Experience in delivering training and understanding of learning styles
· Passion for learning delivery
· Strong understanding of Southern Service, our HEART values and standards
· Strong understanding of our systems and processes
· Be accredited in or working towards accreditation in ILM Level 3 in Coaching
· Excellent facilitation, training, and presentation skills
· Experience of designing and delivering training courses 
· Experience of creating and maintaining training schedules
· Excellent relationship building, interpersonal, persuasion and influencing skills
· Excellent written and verbal communication skills
· Ability to support behaviour change through learning activity
· In depth organisational knowledge in order to translate needs into effective learning solutions
· Strong organisational skills and ability to meet multiple deadlines and manage competing demands whilst maintaining relationships with stakeholders
· Understanding and ability to deliver a broad range of learning delivery techniques (including digital)
· Ability and commitment to travel regularly to all Southern Housing locations


No role profile covers every task / work requirement that may arise. Reasonable flexibility is required of all colleagues in carrying out work tasks, projects and in the way the role is delivered.
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