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POSITION DESCRIPTION

Position Title: Manager — Client Services Hub

Employer: Brisbane Housing Company Ltd.

Responsible to: Senior Manager — Retirement and Tenancy Operations

Direct Reports: Client Services Officers, Reception and Administration Assistants,

and other Hub-based staff as determined

Position Purpose

The Manager — Client Services Hub is responsible for leading and managing BHC's Client
Services Hub, ensuring the delivery of responsive, professional and efficient customer service
to tenants, applicants, support providers and other stakeholders.

The role oversees the day-to-day operations of the Hub, including staff leadership, workforce
planning, call management, workflow coordination, quality assurance, training and continuous
improvement. The Manager supports Client Services Officers (CSOs) to resolve enquiries at
first contact wherever possible, promotes a positive customer experience and ensures that
enquiries are appropriately escalated, allocated and resolved.

The position plays a key role in driving consistency, efficiency and service excellence across
BHC's frontline customer service functions. The Manager works collaboratively with Tenancy,
Resident and Communities, Asset Management and Corporate Services teams to ensure
effective responses to enquiries and contributes to the ongoing enhancement of systems,
processes and technologies that support organisational growth.

The role supports BHC's vision of creating homes, empowering lives and enabling
transformation through service delivery that is respectful, responsive and solutions-focused.

Company Context

Brisbane Housing Company (BHC) is an independent, not-for-profit organisation operating
since 2002. Our Vision is, “Creating homes, empowering lives, enabling transformation” and
Mission, “to deliver our Vision by building and maintaining quality affordable homes for people
in need and engaging with and supporting people to sustain their tenancies”. BHC’s core

values are:
¢ Making a difference e Our differences

* Working with integrity e Being accountable and delivering

e Work safely quality
e Supporting each other e Celebrating achievements
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We pride ourselves on the quality and liveability of our award-winning developments, aiming
to provide excellence in both the development of each project and the tenancy management
of the affordable rental properties.

Main Responsibilities

Leadership and Team Management

e Lead, support and develop Client Services Officers, Reception and other Hub-based
staff to deliver high-quality customer service outcomes.

e Foster a positive, collaborative and accountable team culture aligned with BHC's
values.

e Coordinate recruitment, onboarding, induction and probation processes for Hub staff.

e Deliver and coordinate ongoing training, coaching and professional development.

¢ Conduct performance reviews, provide regular feedback and address performance
concerns where required.

e Monitor staff wellbeing and contribute to a psychologically safe and supportive
workplace.

o Coordinate rostering, leave planning and workforce coverage to ensure service
continuity across the Hub and Reception.

Client Services Hub Operations

o Oversee the day-to-day operation of the Client Services Hub.

e Monitor call volumes, enquiry types, service levels and workload distribution.

e Manage Hub workflows and service delivery, including providing direct customer
support when required to maintain service levels and customer outcomes.

¢ Coordinate response timeframes and service standards across Hub functions.

e |dentify service trends, recurring issues and opportunities for service improvement.

e Ensure accurate record keeping and appropriate documentation within relevant
systems.

e Develop and maintain knowledge resources, scripts and documented processes, to
assist CSO'’s to provide accurate, up to date and consistent information and service.

Customer Experience and Escalations

e Provide leadership and support in relation to complex, sensitive or escalated customer
interactions.

o Assist staff to de-escalate challenging conversations and respond appropriately to
customers experiencing distress, frustration or vulnerability.

e Manage complaints and customer feedback processes as required.

e Work collaboratively with internal teams to coordinate timely and effective resolutions.

e Promote a customer-focused culture that balances tenant outcomes with
organisational responsibilities.
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Continuous Improvement

e Support operational planning, change initiatives and service expansion activities, and
provide reporting and analysis to support decision-making and performance
improvement.

e Lead continuous improvement initiatives, leveraging technology, industry
developments and operational performance data to enhance customer service,
efficiency and operational outcomes.

o Collaborate with technology, project and operational teams to design, test and
implement approved systems and process improvements.

Stakeholder Collaboration

o Work collaboratively with Tenancy Services Managers/Senior Managers, Housing
Managers, Leasing staff, Resident and Communities Team members, Asset staff,
Corporate Services and Elevate teams.

e Support a coordinated organisational approach to enquiry management and customer
service.

e Build effective working relationships with external stakeholders, support providers,
contractors and government agencies as required.

e Contribute to cross-functional projects and organisational initiatives.

Key Capabilities

Contact Centre and Operational Leadership

o Demonstrated experience leading a customer contact centre or high-volume service
team, including workforce planning, performance management and service delivery.

People Leadership

o Proven ability to lead, coach and develop staff, foster accountability and build a
healthy, respectful, and high-performing, customer-focused team culture.

¢ Committed to fostering a sustainable and positive workplace culture that attracts,
engages, and retains great people.

Customer Service and Communication

e Strong customer service ethos, with highly developed communication skills and the
ability to effectively manage complex customer interactions and stakeholder
relationships.

e Capacity to develop a strong understanding of tenancy legislation, tenancy
management practices, repairs and maintenance processes, and BHC operational
systems to provide informed guidance and operational support.
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Technology and Systems

e Strong capability in the use of customer service technologies, CRM platforms,
telephony systems and business applications, with the ability to identify and implement
technology improvements.

Performance and Continuous Improvement

o Experience using data, reporting and operational insights to monitor performance,
drive continuous improvement and support decision-making.

Problem Solving and Conflict Resolution

o Strong judgement, problem-solving, negotiation and de-escalation skills, with the
ability to manage challenging situations professionally and effectively.

Other — General

e Undertake further tasks and responsibilities as required from time to time and as
communicated.

e Operate in line with BHC’s Code of Conduct, Company values, policies and practices
including as amended from time to time.

¢ Maintain the strictest confidentiality and professional boundaries at all times.

o Once established in the role, assist with training new Receptionist and Administration
Assistant and/or temp support staff as required.

e Behave in a manner that contributes to a workplace that is free of discrimination,
bullying and harassment at all times and that contributes to demonstrating the
company’s Values.

e Represent BHC in a professional and capable manner at company events and external
functions/training days attended.

¢ Follow direction given by the Company in relation to Workplace Health & Safety.

e Comply with local, state and federal laws.

Delegation

This role does not currently require a financial delegation band that authorises expenditure
under BHC’s Authority and Delegations Policy, unless or until otherwise approved by the CEO.

This means that the incumbent is not authorised to incur or authorise expenditure on BHC’s
behalf, unless directed to or approved by a senior role that holds the relevant delegation.
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Position occupant | have reviewed and confirm my Signature
understanding of this Position
Description and the duties involved.

Date / /
Name of Supervisor This position description has been Signature
discussed with the occupant
Date / /

BHC Position Description

Job Title: Manager — Client Services Hub Last updated: August 2026
Approved by: General Manager - Operations
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