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Hello
Thank you very much for your interest in the position of Senior Customer Services 
Officer here at Arawak Walton Housing Association. 

A little bit about us…

Arawak Walton is the largest independent Black and Minority Ethnic housing 
association in the Northwest and currently manages 1,203 homes within 
Manchester, Stockport and Trafford. We have inspirations to grow, mainly through 
working with peer associations to address the housing needs in our areas. We 
aspire to be the housing provider of choice for all our customers whilst remaining 
financially strong and independent.

We are passionate about what we do, and we are passionate about the people we 
serve. We have a proud heritage in helping to create vibrant and sustainable multi-
cultural neighbourhoods in inner city areas by working with community groups, 
local enterprises, charities, and organisations across Manchester. We put our 
tenants at the heart of all our decision making.

We have been through a period of significant change over the last 18 months. Our 
Operations teams have been restructured to ensure that we have the structure to 
enable us to respond to the challenges facing the sector. We have created an 
Asset Manager position. This person will ensure that our plans and strategic 
priorities around asset management are delivered. 

A vacancy has recently arisen in our Tenant Services Team and is a fantastic 
opportunity for someone with team leader skills and a passion for customer 
services to join us to lead our front line team.

On the following pages you will find information the role and how to apply.

Best wishes and
best of luck!



Senior Customer 
Services Officer

Our newly created Tenant Services Team is seeking a 
forward thinking, confident, customer driven 
individual who can lead our frontline contact team. 

You must be committed to promoting equality, 
diversity and inclusion and should have a flair for 
customer service with a keen interest in helping 
people.

In this role you will be a role model. Modelling 
attitudes and behaviours and ensuring the highest 
level of customer service from your team. You will 
work alongside other senior colleagues to ensure a 
‘one-team’ approach, ensuring seamless and 
consistent service delivery. You will promote a 
coaching culture and ensure your team are trained 
and equipped to manage their work. You will look to 
innovate and review your teams’ service and the 
customer experience and be able to interpret 
performance information and report progress to the 
Head of Tenant Services. 

You will communicate effectively with colleagues, 
contractors and customers, ensuring a professional 
service which reflects our values. You will oversee 
our responsive repairs service and look for ways to 
improve our repairs diagnostics capabilities and 
ensure our customer feedback is fed through to our 
processes. 

You will have:

• Customer service or call centre experience

• Team leadership experience / experience of 
managing or supervising a team

• Excellent communications, influencing, and 
negotiation skills.

• Experience managing relationships with 
external partners

• Confidence and resilience 

• A qualification in housing, customer services or 
similar would be advantageous. 

• Knowledge or experience of repairs would also 
be beneficial but not essential, as we can 
provide training. 

 

• For an informal 
discussion about the role 
please contact Lisa 
Jowrey, Head of Tenant 
Services, on 0161 272 
6094 or via 
recruitment@arawakwalt
on.com

 

• Please apply via our 
recruitment portal on 
our website, sending 
your CV and covering 
letter. 

• Closing date: 5pm on 6th 
September 2024

• Interviews: 19th 
September 2024

Salary Up to £35,421 pa plus 
excellent benefits
Full time - 35 hours per week

• Generous employer 
pension contribution 

• HSF health cashback and 
employee perks scheme

• Central Manchester 
location with work life 
balance policy in place 

 

https://www.cloudonlinerecruitment.co.uk/Arawakwalton/Home.aspx?MenuID=52o9/jovgTA=














EMPLOYEE BENEFITS

The successful candidate will be offered a competitive salary with an 
excellent benefits scheme. As a small to medium sized employer, our 
employees achieve variety, early responsibility, the opportunity to 
work on their own initiative, to work closely with other people 
(including senior management) and to have their voice heard.

• High levels of staff and tenant satisfaction

• 25 days leave + Bank Holidays + leave to enable Christmas shut 
down between Christmas Day and New Years Day. 

• SHPS DC pension scheme with a minimum 3% employee 
contribution  and an  11.4% employer contribution rate.

• Family-friendly and flexible working policies

• Health and wellbeing benefits including:
o Day one access to a fantastic health cashback scheme via 

HSF UK health plan, which includes cosmetic health 
cashback. 

o Free annual employee health checks 
o Occupational health and Employee Assistance Programme 

support 
o Employee perks - Perkbox membership – high street, leisure 

and travel discounts and offers. 
o Discounted gym membership (via Perkbox), 

•   Subsidised social events 

•   Generous training and development programme

•   Low interest car loan scheme 

•   Central Manchester office, adjacent to green space but within  
walking distance of Manchester City Centre and excellent transport 
links (airport, motorway, rail and bus).



Equality, diversity and inclusion are 
paramount for us. We are proud to 
have a team of employees from 
diverse backgrounds and we embrace 
diversity in all that we do. We 
positively encourage applications for 
employment from eligible candidates 
regardless of sex, race, disability, age, 
sexual orientation, gender 
reassignment, religion or belief, 
marital status, or pregnancy and 
maternity. Please refer to our Equality, 
Diversity and Inclusion policy for 
more information. 

We are a Disability Confident 
employer, and we will work to ensure 
reasonable adjustments are in place 
where possible throughout the 
recruitment journey and into 
employment. We want to help you 
show your talents so please tell our 
recruitment team if you require 
support to do so.

Please note that all of our roles 
require an up-to-date DBS check. 
Please read more on our policy 
regarding DBS checks for more 
information. 

Additional information 

https://arawakwalton.com/wp-content/uploads/EDI-policy-and-implementation-plan-2021-24-reviewed-Jan-2024.pdf
https://arawakwalton.com/wp-content/uploads/EDI-policy-and-implementation-plan-2021-24-reviewed-Jan-2024.pdf
https://arawakwalton.com/wp-content/uploads/Recruitment-of-Ex-offenders-Policy-DBS-Policy-Final-1.pdf
https://arawakwalton.com/wp-content/uploads/Staff-structure-as-at-01.07.24-NO-NAMES.pdf
https://arawakwalton.com/our-staff/
https://arawakwalton.com/


Arawak Walton Housing Association 
Margaret House, 23 Manor Street, Ardwick, 
Manchester, M12 6HE
Tel: 0161 272 6094
www.arawakwalton.com 

http://www.arawakwalton.com/
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