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1  | Welcome letter 

Dear Applicant, 

Thank you for your interest in becoming a Tenant member of the Operations Committee 

Member at County Durham Housing Group (CDHG). I hope that you will find the information 

within this pack interesting and will be motivated to apply to a position in which you can make 

a genuine difference and help us fulfil our new objectives: 

▪ Outstanding business 

▪ Outstanding services 

▪ Outstanding communities 

Since April 2015, we’ve made a real difference to life in County Durham by improving 

services, strengthening communities and enhancing the look and feel of our neighbourhoods. 

We aim to continue this success by providing the services and support our customers need 

to live a life without barriers.  

As a Group, we have transformed the way the business works so that we are modern, 

flexible and confident that we will continue to make a difference across the county for years 

to come; all while maintaining customer satisfaction. We will also continue to look for 

opportunities to diversify our housing offer, and have made some significant progress already 

with plans for almost 300 new homes in the pipeline over the life of CDHG’s Corporate Plan 

to 2020.  

Our achievements are something we can all be proud of and we intend to build on our 

success by seizing opportunities and dealing with the challenges we face head on. Over the 

next year, our focus will be on the things that matter most to our customers, which will 

cement our place as a landlord of choice in the region. This is crucial if we are to maintain 

and intensify the buzz we have created around our potential.  

CDHG’s Corporate Plan sets out our aims for the next three years, during which time we 

expect to break new ground in the housing market; provide a truly outstanding customer 

experience; and empower tenants and their communities to achieve their goals and 

ambitions.  

We are looking for a tenant of County Durham Housing Group residing in East Durham 

Homes or Dale & Valley Homes to join our Operations Committee which has responsibility 

for reviewing the performance and operational service delivery of the Group’s housing, 

customer services, property services and customer facing functions. To help us to achieve 

our aims, in addition to the usual skills outlined in the skills matrix which are required to be an 

effective operations committee member, we are looking for candidates with the following 

skills: 

▪ Customer and community perspective: Experience of community led and social 

enterprise organisations, customer engagement and participation and community 

development. 

▪ Service improvement: Understands service delivery, and service improvement and 

has experience of using data analytics or customer segmentation to understand 
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CDHG’s customer. Ability to identify under-performing areas and provide challenge to 

proposed improvement strategies. 

 

I hope that everything you discover about CDHG will enthuse you, that you share our values 

and vision, and that you want to be a part of our journey. I look forward to receiving your 

application. 

Best wishes, 

Judith Common (Chair)
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2  | About County Durham Housing Group 

History 

County Durham Housing Group is made up of four registered providers – County Durham 
Housing Group Ltd (Parent), Dale & Valley Homes, Durham City Homes and East Durham 
Homes (all three being Subsidiaries). The four providers are represented by one ‘Common 
Board’ which is responsible for all four Board’s across the group. Two members of the 
Executive serve on the Common Board, forming a ‘unitary’ Board structure. As the largest 
group operating in County Durham, we have both the benefit of size and influence to be able 
to shape the future of the county and its communities.  

Our services and homes cover a large geographical area, stretching from the remote rural 
Pennine area of outstanding natural beauty in the west of the county, through the city centre, 
and out to the more densely populated heritage coast line in the east. Collectively, we own 
and manage more than 18,000 homes, which represents around 40% of all social housing 
stock in the area. We have a combined turnover of £67m with an asset base of around 
£114m.  

 

 

Vision, values, objectives and promises  

We have huge ambitions to transform the lives of people living in our homes and the 
communities we work in, which is reflected in our vision.  

We believe in a life without barriers.  

If everyone expects more, they can achieve more and we can transform lives together. It is 
this power of ‘more’ that will let people realise what is possible – change perceptions, raise 
aspirations and create inclusive, vibrant communities.  

Our corporate objectives drive the achievement of our vision. We keep the objectives under 
review to ensure they match our ambitions and enable us to respond to the environment we 
are operating in. This year our corporate objectives have been streamlined to sharpen our 
focus on the things that will have the biggest impact on our customers, communities and the 
business overall. Our refreshed objectives are:  

▪ Outstanding business  
▪ Outstanding services  
▪ Outstanding communities  

In summary, we aim to manage an outstanding business by safeguarding our income, 

building a reputation as an outstanding landlord who invests in our people to maximise their 

potential. We aim to provide outstanding services that really set us apart as a landlord, 

delivering a modern, efficient customer experience. We aim to build outstanding 

communities that are empowered to actively influence and shape local decision making. By 

focusing on these key objectives, we will uphold our future as a thriving business.  

Additional information about County Durham Housing Group is available on our website: 

www.countydurhamhousinggroup.co.uk 

file://///altairsvr-01/users/shared/Clients/Housing%20Associations/County%20Durham/Board_Committee%20Recruitment%202017/Recruitment%20Pack/www.countydurhamhousinggroup.co.uk
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3  | Role Profile 

Job Description 

 

Job Title:    Operations Committee Member  

Remuneration:   £1,749 per annum 

Term of Office:  The successful candidate shall serve for a maximum of three 

years 

Time Commitment:  Those necessary to fulfil the role, but as a guidance up to 2 

days per month 

 

Purpose of role 

 
The Committee Member will support the work of the Operations Committee and advise the Parent 
Board on matters related to the performance and operational service delivery of County Durham 
Housing Group (CDHG)’s housing customer services, property services and customer facing 
functions. 
 
The Committee Member will provide specialist knowledge as appropriate, exercising direction and 
control in the interests of CDHG’s customers and the wider community. 

 

Specific duties and responsibilities 

A CDHG Committee Member has the following key responsibilities: 

Key Responsibilities 

To adhere to the terms of reference and delegations established by the Parent Board and 

make decisions that reflect the best interests of CDHG  

▪ Contribute relevant specialist knowledge to support and guide decision-making  

▪ Work with other Operations Committee Members to oversee all aspects of the 

group’s affairs relating to operational service delivery and performance 

management of the housing, customer services, property services and customer 

facing functions. Ensuring that it is in accordance with good practice and is centred 

on the needs of current and future customers  

▪ Monitor and propose changes to service delivery or performance standards not 

included within the current Corporate Strategy, business plan or annual budget  

▪ To consider recommendations from the reviews undertaken by VOCAL and 

escalate identified non-compliance issues and required changes or additions to 

customer engagement mechanisms to the Parent Board   

▪ To obtain and consider key performance indicators as well as benchmark 

performance information in relation to customer and stakeholder feedback   
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▪ To ensure resident involvement processes are used effectively to inform service 

delivery and performance improvements  

▪ Maintain oversight of the operational risks that could jeopardise the achievement of 

the group’s corporate objectives and the internal controls deployed to manage 

those risks   

▪ To ensure CDHG’s compliance with the regulator’s consumer standards  

▪ Notify the Parent Board on matters that might create significant financial or other 

risk to the group, or which raise material issues of principle  

▪ To promote CDHG internally and externally, establishing constructive, high-quality 

relationships, with current and potential partners and stakeholders  

▪ Ensure that equality and diversity matters are fully considered in relation to 

planning, delivery and performance monitoring operational services  

▪ Safeguarding the good name and reputation of CDHG in relation to its activities  
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Person specification 

Area Requirements 

Part 1 

Knowledge ▪ Knowledge and understanding of outstanding governance 

behaviour, exemplifying traits such as selflessness, integrity, 

objectivity, honesty and accountability  

▪ Knowledge and understanding of the social housing sector and 

the legal / regulatory environment in which the organisation 

operates   

▪ Knowledge of performance management processes and 

frameworks, including key performance indicators   

▪ Expertise and skills in a subject area which benefits the 

Committee. This could include: housing service delivery, 

service improvement, property services, community 

development or health and safety   

▪ Knowledge of the needs, aspirations and links within the 

communities served by CDHG, including diversity matters  

▪ Knowledge of effective methods of resident involvement and 

engagement   

▪ Some knowledge of operational risk management  

▪ Knowledge of all tenant/customer related regulatory standards   

Experience  ▪ Prior experience in a non-executive capacity with demonstrable 

board member capabilities  

▪ Experience of working effectively with a wide range of 

stakeholders – for example Board members, Executive Teams, 

local communities and customers  

▪ Committee Members must have the ability, willingness and 

capacity to quickly familiarise themselves with the housing 

sector   

▪ Senior-level experience of customer service delivery, 

performance monitoring and service improvement  

▪ Experience of complaints handling    
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Part 2 

Competency  ▪ Is able to effectively work as part of a team to deliver strategic 

objectives   

▪ Is able to work with a wide range of stakeholders, establishing 

strong and productive working relationships   

▪ Is able to identify under-performing areas and provide 

challenge to proposed improvement strategies   

▪ Pro-actively and meaningfully contributes to group discussions. 

Is able to verbally present information confidently and 

effectively   

▪ Ensures that operational risks are identified and managed 

effectively   

▪ Possesses a strategic thinking mentality, with a clear ability to 

distinguish risk and opportunity and ability to assess a wide 

range of factors influencing the business  

▪ Is able to work analytically; evaluating complex information to 

reach unbiased, logical conclusions  

▪ Can communicate effectively, not just in Board meetings, but 

with a variety of stakeholder groups to establish strong and 

effective working relationships  

▪ Is able and willing to challenge; retaining an independent view, 

critically analysing and unafraid to question and is confident in 

challenging others 

Eligibility  ▪ Must be a tenant of County Durham Housing Group in East 

Durham Homes or Dale and Valley Homes  

▪ Must be 18 or over 

▪ CDHG is an exempt charity and community benefit society. 

Applicants must meet the “fit and proper persons’ test” as set 

out by HMRC for all persons who manage or exert influence 

over the activities and financial assets of a charity  

▪ Must not have a conflict or duality of interest which could 

jeopardise their ability to act at all times in the best interests of 

CDHG  

▪ Committee Members must dedicate sufficient time and 

commitment to fulfil the role  
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4  | Terms and conditions 

Remuneration 

£1,749 per annum 

Commitment required 

▪ Those necessary to fulfil the role, but as a guidance up to 2 days per month 

▪ The successful candidate shall serve for a maximum of three years 

 

5  | Recruitment timetable 

 

Recruitment stage Date 

Closing date 7th July 2017 (10am) 

Interviews 27th or 28th July 2017 

Board meeting to confirm appointments 13th September 2017 

  

6  | Further information 

For an informal and confidential discussion about the position, please contact: 

▪ Andrew Traynor, Head of Business Assurance and Group Secretary - email: 
governance@cdhg.co.uk  

 

For queries about the recruitment process please contact: 

▪ Melissa Makadho, Business Analyst – office: 020 7934 0175 | mobile: 07419 958833 | 
email: melissa.makadho@altairltd.co.uk  

 

 

mailto:governance@cdhg.co.uk
mailto:Melissa.makadho@altairltd.co.uk
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7  | How to apply 

To apply for a Tenant Operations Committee Member position at County Durham Housing 

Group, please go to: http://www.altairltd.co.uk/job/cdhgopscomm/ Complete our registration 

form and attach the following documentation (please save your files with your surname first, 

followed by your first name and a description of the file): 

 

▪ A detailed CV including details of positions held and or relevant experience (and 

dates)) 

▪ A supporting statement explaining your motivation in applying for this position at 

County Durham Housing Group and also addressing how you meet the requirements 

of PART ONE of the person specification.  

▪ Full contact details (name, job title, organisation, phone and email) for two referees 

(including your current employer if applicable). Please note we will not take up 

references without your prior permission 

▪ A completed Recruitment Monitoring Form (a Word version is available on our 

website)  

▪ A completed Declarations of Interests form  

▪ A completed Eligibility Checklist  

 

The closing date for applications is: 10:00am on Friday 7th July and the job reference code 

is: ALT188.  

Your application will be acknowledged and treated with strictest confidence. 

http://www.altairltd.co.uk/job/cdhgopscomm/
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Appendix 1 | Meeting dates and times 

Operations Committee meetings commence at 4pm. 

▪ 28 November – Operations Committee meeting 

▪ 20 February 2018 – Operations Committee meeting 
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8  | Recruitment advertising monitoring 

Job reference code ALT188 

How did you find out about this opportunity? 

 

 Please indicate “YES” as appropriate 

Altair e-bulletin  

Altair website  

Approached directly by Altair  

County Durham Housing Group’s 

website 

 

LinkedIn  

Online browsing  

Word of mouth  
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Appendix 2 | Recruitment advertising 

 

 

Tenant vacancies:  

 

Board member and Operations Committee member 

County Durham Housing Group as parent in a group structure is responsible for its 
subsidiaries Dale & Valley Homes, Durham City Homes and East Durham Homes. The 
group is one of the largest housing associations in the north east of England. We take 
pride in putting tenants at the heart of what we do and making them part of our journey to 
provide better housing services, homes and communities. Part of this is knowing our 
landscape. County Durham Housing Group covers 862 square miles, from the very rural 
west, to the hustle and bustle of Durham city centre, and the magnificent coastline in the 
east. With our diverse setting, we place a great amount of emphasis on providing a local 
housing service to fit local housing needs. 
We are seeking applications for: 

1. A tenant board member.   
 

The successful candidate would serve on the Common Board operated by the group, 

which represents the parent and all three subsidiary organisations. The board is 

ultimately responsible for the overall control of the group including strategy, resources, 

legality and monitoring performance. Tenant Board members with appropriate skills may 

also be asked to serve on one or more of the committees operated by the group. 

 

2. An Operations Committee member who is a tenant with East Durham Homes or Dale & 
Valley Homes.    
 

This committee has responsibility for reviewing the performance and service delivery of 

the group’s housing, customer services, property services and customer-facing functions. 

 

The successful candidates will be appointed on the basis of their skills and we are 

particularly interested in applications from those who can demonstrate skills in; - 

• Customer and community perspective: Experience of community led and social 
enterprise organisations, customer engagement and participation and community 
development. 
 

• Service improvement: Understands service delivery, and service improvement and 
has experience of using data analytics or customer segmentation to understand 
CDHG’s customer.  Ability to identify under-performing areas and provide challenge 
to proposed improvement strategies. 

 



   
 County Durham Housing Group 

Operations Committee Member Recruitment Pack 

Page | 15 

 

 

Board members are remunerated at £5,001 per annum. 

Committee members are remunerated at £1,749 per annum.  

For an informal and confidential discussion about either role, please contact: 

Andrew Traynor, Head of Business Assurance and Group Secretary at 

governance@cdhg.co.uk in the first instance. 

The closing date for applications is 10am on Friday, 7 July 2017.  Interviews may be held 

on either 27th or 28th July 2017. 

To apply, please visit www.altairltd.co.uk/recruitment  

For queries about the recruitment process, please contact: Melissa Makadho, Business 

Analyst – office: 020 7934 0175 mobile: 07419 958833 email: 

melissa.makadho@altairltd.co.uk  

 

 

mailto:governance@cdhg.co.uk
http://www.altairltd.co.uk/recruitment
mailto:melissa.makadho@altairltd.co.uk

