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Agenda
Customer Service has evolved and so has recruitment.

▪ Commerciality of the candidates

▪ Attracting future leaders

▪ Diversity in the boardroom 
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Ensuring Customer Experience is in their DNA

▪ Recruit for adaptive leaders 

▪ Housing experience can be trained, the customer DNA cannot

▪ Customers expectations are changing

▪ It is time to treat data as an asset 

▪ Benchmark against other sectors 

The Recruitment Process
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Odgers Group – Previous Placements

Peaks & Plains Housing 
Trust, Director of 

Customers
Jamie Hutchinson, 

Former Commercial 
Director, Treetops 

Nurseries

Yarlington Housing 
Group, Director of 

Service Transformation
Sam Leigh, 

Former COO, 
Jardine Lloyd 

Thompson

Peabody,
Group Customer Service 

Director
Ashling Fox, 

Former Head of 
Operations,  The 

Automobile Association

L&Q, COO
Andy Brown, 

Former Central 
Operations Director

Sainsbury’s Argos

Catalyst Housing Group, 
ED, Customer Services

Maria McCann, 
Founder & Chief 
Venturer,   JoHo

Ventures

Onward Homes ED, 
Operations

Alastair Cooper, 
Former Local 

Government & 
Mobilisation Director, 

G4S Plc
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▪ Flexible Working Practice 

“Work is a thing you do, not a place you go.”

▪ Less Rigid Corporate Structure & Increased Accountability

“Train people well enough so they can leave, treat them well enough so they 
don’t want to.”

▪ Meaningful Work 

“With the right people, culture & values, you can achieve great things.”

Attracting Tomorrows Future Leaders
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▪ Diversity isn’t optional; not in the workforce or in the boardroom.

▪ Traditional leadership teams and boards can lack the diverse skill sets 
required to face the complexities that the fourth industrial revolution will 
bring. Tackling these challenges requires agile leadership that itself is diverse 
and that fosters new thinking and reinvention. 

▪ “Insanity; doing the same thing over and over again and expecting different 
results”. 

Challenge The Status Quo
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▪ New skills are needed more than ever before 

▪ The Adaptive Leader Gene

▪ Think ‘Outside the Box’ with your recruitment 

In Summary
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Building a diverse 
workforce for a 
modern customer 
service operation



Starting at the top

o Leadership (executive and non-executive) 

makes the difference

o Diversity of background, experience and 

thought

o Two-way selection

o Highly competitive market



The recruitment process speaks volumes

o What are you looking for and why?

o Market positioning is key

o Where/how will your candidates be found?



What are you saying about your 

organisation?

o Reflecting the reality of the role in 
assessment/selection

o Can you test for fit?

o Prepared to be challenged (all of you)?

o Keep reminding yourself what you said you 
wanted (and why)



Change – what is it good for?

o Expectations for customer experience has/is 

evolving

o Must move to keep up/stay ahead

o Valuing perspectives that are new

o Appointment is the start of the journey

o On-boarding is a key to success


