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1 Welcome letter 

Dear applicant,  

I am delighted that you are interested in the Operations Director role at Suffolk Housing 

Society (SHS).  

This is an exciting time to be joining SHS. We have refreshed our Board and we are now in 

the process of developing a new Corporate Strategy to take the organisation forward. This is 

set against a continually changing and difficult operating environment for organisations in the 

sector, which also presents us with a range of opportunities to take forward.  

The Operations Director role will play a key role in shaping the future for SHS and deal with 

challenges such as; delivering excellent services to customers, responding to changing 

customer demands and ensuring that we maintain a strong focus on our core services and 

key areas such as health and safety. We are a values-based organisation and we will also 

expect our Operations Director to model leadership qualities that instil a culture of strong 

performance, innovation and integrity across all parts of the business.  

I am proud to lead a Board, and together we are excited about the opportunities for the 

future at SHS. Whilst we are now entering a quieter period in our development plans, our 

ambition to continue to grow, innovate and develop excellence in all that we do is core to our 

thinking. 

It is therefore essential for us that our new Operations Director will not only have a strong 

level of professional expertise, but also has the energy and drive to constantly improve the 

way that we work. Whilst we are looking for a candidate who has experience of working with 

senior stakeholders such as Executive Teams and Board, this role also provides a significant 

opportunity for someone to develop into a Director level role.  

I do hope that after reading this pack you will want to discuss this position further with our 

retained recruitment consultants at Altair: 

▪ Michael Appleby, Director - michael.appleby@altairltd.co.uk, 07545 314 749 

 

I wish you the best of luck in your application. 

Yours sincerely, 

 

Carole Taylor-Brown 

Chair  

mailto:michael.appleby@altairltd.co.uk
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2 About Suffolk Housing Society 

Suffolk Housing has been helping to meet local people’s housing needs since 1974. We 

completed our first home in 1976, and now, through development and the acquisition of 

stock from other registered providers we have over 2,800 homes.  

Building new homes has always been part of our strategic focus and in 2004 we set up Iceni 

Homes Ltd as a joint venture with two other housing associations to drive development 

across East Anglia. Iceni has now built over 1200 homes and Colne and Hundred Houses 

Society remain our partners today.  

We have been innovative in other ways too. In 2000 we established Linnet Homes Ltd, our 

private rented subsidiary to help those who wanted rented homes in the private sector to 

obtain good quality accommodation in partnership with local landlords. In 2013, Linnet 

moved to a high-profile shop front in Bury St Edmunds and started to sell homes in addition 

to renting them. It provides gift-aid to Suffolk Housing of over £250,000 per year through its 

profit-making activity. However, due to a change in our focus we have now decided to close 

this subsidiary transferring the stock to Suffolk Housing. 

Working in partnership with others for mutual advantage and the benefit of our residents has 

long been a key Suffolk Housing strength. In 2007, working with 7 other East Anglian 

Housing Associations, it set up “Eastern Procurement” a consortium that bulk buys goods 

and services including Kitchens and Bathrooms to get better value for money. This has now 

become a company in its own right trading as EP Ltd and currently saves Suffolk Housing 

some £200,000 per year in procurement costs. We have also been developing homes for 

outright sale, shared ownership as well as our rental offer and we are continuing to explore 

other models for meeting our communities’ needs.  

In 2014 we acquired land for a new Headquarters in Bury St Edmunds and moved into our 

new HQ in September 2016, which we also share with Iceni Homes colleagues.  

Our Governance  

Our Board consists of ten remunerated non-executive directors (one of whom is the elected 

chair) and the Chief Executive. Colleagues from the leadership team are also in regular 

attendance. The Board meets at least five times a year for formal meeting and has a series 

of informal development events including a stock tour and a joint meeting with the Residents 

Scrutiny Panel.  

In addition to the Board we have an Audit and Risk Committee chaired by a Board Member; 

a Remuneration and HR Committee and a Performance and Quality Committee. The latter 

Committee concentrates on operational performance and is made up of Board Members and 

Customers. It is this Committee that the Operations Director will be responsible for servicing. 
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 Our Vision and Values  

We last revisited our vision, mission and values in 2016 when we worked with staff and 

residents to refresh them. These are important and core to all that we do, and we expect all 

staff to behave consistently with these and for managers and leaders including non-

executives to role model these in their leadership actions. 

Our Vision is “to improve lives and opportunities by being a great landlord and 

employer”; our Mission is “to provide great places for people to live”. Our Vision and 

Mission are supported by our Values: 

▪ To work with integrity and efficiency  

▪ To be innovative and creative  

▪ To be approachable  

▪ To value our relationships  

Forward Plans  

We have recently refreshed our corporate plan to set a course for the 2017 – 2020 period 

and decided that it should reflect our assessment of the current external context and 

influences and provide an opportunity for us to consolidate our recent period of growth. 

However, it is fair to say that our aspiration for continued growth continues and for that 

reason we are actively exploring opportunities for increased strategic alliances and models 

which secure our independence and facilitate our desire for innovation and improved 

services for our residents. As part of this we are seeking to: 

▪ Maximise our assets  

▪ Be even more innovative and creative  

▪ Grow the business through development and partnership  

▪ Rise to the challenge of housing an aging population  

▪ Develop and empower our staff  

 
Details of the Board, financial and corporate plans are all available from our website:  
 

The Board  

https://www.suffolkhousing.org/about/our-team/the-board/ 

Annual Reports & Financial Statements  

https://www.suffolkhousing.org/suffolkhousing-orgpublicationsannual-reports-to-

tenantsannual-report-2014/annual-reports-to-tenants/# 

Corporate Plan  

https://www.suffolkhousing.org/suffolkhousing-orgpublicationsannual-reports-to-

tenantsannual-report-2014/corporate-plan-2017-2020/ 

https://www.suffolkhousing.org/about/our-team/the-board/
https://www.suffolkhousing.org/suffolkhousing-orgpublicationsannual-reports-to-tenantsannual-report-2014/annual-reports-to-tenants/
https://www.suffolkhousing.org/suffolkhousing-orgpublicationsannual-reports-to-tenantsannual-report-2014/annual-reports-to-tenants/
https://www.suffolkhousing.org/suffolkhousing-orgpublicationsannual-reports-to-tenantsannual-report-2014/corporate-plan-2017-2020/
https://www.suffolkhousing.org/suffolkhousing-orgpublicationsannual-reports-to-tenantsannual-report-2014/corporate-plan-2017-2020/
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3 Operations Directorate structure 

Our staffing structure is detailed below.  
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4 Role profile 

Job description 

 

Job title:  Operations Director 

Responsible to: Chief Executive 

Overall purpose 

The postholder as a member of the Executive team, contribute to the development and 
implementation of business & operational strategy, taking full responsibility for Operational 
delivery including property management, housing and development services. 

You will lead and develop a multi-disciplinary operational team, to provide a first-class 
service to our customers and implement the ambitious initiatives and targets set out in the 
Strategic plan. 

 

Accountabilities 

The Operations Director has overall responsibility for: 

▪ Leadership of the Housing Management, Repairs and Maintenance and Asset 
Management functions at SHS 

▪ Ensuring Compliance on all Health & Safety matters 

▪ Ensuring that all functions are carried out in compliance with relevant legislation and 
Regulatory Standards 

▪ Provision of good quality and accurate performance data to Boards and Committees 

▪ As part of the Executive team providing overall leadership to all parts of the 
organisations 

 

Key Responsibilities will include: 

Strategic Leadership 

▪ Support the Board and the Chief Executive in achieving Business Plan Targets and 
the delivery of the Strategic Plan 

▪ Keep up-to-date with all legal; regulatory and policy developments, assessing risk 
implications of SHS and advising the Board and the Executive accordingly. 

▪ Partnership working with local authorities and other statutory bodies as may be 
required in order to deliver high quality services to our tenants, potential tenants and 
the communities we work in. 
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Housing Services 

▪ Accountable for strategic plans for housing service functions, ensuring an intelligence 
led service; achievement of plans and targets and delivery of a comprehensive range 
of services to meet identified needs and aspirations 

▪ Responsible for achieving VfM by maximising income and minimising costs whilst 
maintaining high levels of customer satisfaction 

▪ Lead on the development of the future strategic direction of our Supported Housing 
portfolio. 

 

Asset Management; Repairs and Investment and New Build Housing 

▪ Responsible for property management including - managing our investment strategy 
and approach to our existing homes. 

▪ Responsible for compliance - Ensuring all our properties meet regulatory and 
statutory compliance requirements 

▪ Help achieve growth ambitions through the Iceni Partnership and to manage our 
Sales programme 

 

Performance management 

▪ As part of the Executive Team review performance across the whole of SHS. 

▪ Drive sustained performance across the whole of the organisation. 

▪ Lead on initiatives to deliver business improvements.   

▪ Promote a customer and performance focused culture. 

▪ Be accountable for performance within the Operations Directorate. 

 

Finances, budgets and resources 

▪ Accountable for the delivery of budgets within the Operations Directorate. 

▪ Ensure all of the Society’s assets and resources are used efficiently and effectively. 

▪ Work to drive value for money in key relationships with the Society’s contractors and 
suppliers. 

 

Governance and regulation  

▪ Attend and service the Performance and Quality Committee. 

▪ Ensure good governance for all areas of the organisation. 

▪ Responsible for the identification and management of risks across the organisation.  

▪ Responsible for leading on ensuring that the Society maintains compliance with the 
consumer standards within the regulatory framework.  
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Person specification 

PART ONE: Experience 

Education and 

qualifications 

▪ Degree or equivalent through relevant training/experience  

▪ Relevant professional qualification (desirable) 

▪ Evidence of continuing professional development (desirable) 

Experience and 

knowledge 

▪ Substantial experience of operating at a senior level in a housing focused 

organisation 

▪ Experience of leading and managing diverse teams 

▪ Experience of working with boards and a wide range of stakeholders to 

ensure compliance and deliver objectives 

▪ Strong track record of collaborative strategic leadership and delivering 

successful organisational change  

▪ Experience of complex financial and budget management 

▪ Up-to-date knowledge of legislative frameworks, regulatory requirements, 

professional standards and best practice relevant to the post, as well as 

knowledge of corporate governance  

▪ Good strategic and operational understanding of the technical 

responsibilities of this role 

PART TWO: Behaviours 
Value our 
relationships 

▪ Ensures the organisation’s relationship with its customers is of the highest 

standard 

▪ Works in close collaboration with colleagues within and outside the 

organisation 

▪ Works well with stakeholders and contractors 

To be 
innovative and 
creative 

▪ Works to embed a culture that strives to constantly improve the way we 

work 

▪ Works with staff across the business to identify innovative ideas and turn 

them into practical actions 

Be 
Approachable   

▪ Drive the delivery of improvement in all customer facing services 

▪ Establish mechanisms for customer feedback that drive service 

improvements 

Work with 
efficiency and 
Integrity 

▪ Proactively identify opportunities for process improvement and take 

responsibility for driving through to implementation 

▪ Share knowledge of systems, processes and services with colleagues to 

facilitate general improvement in efficiency and knowledge in the team 

▪ Ensures that all appropriate aspects of the business have been considered 

in proposing or supporting recommended courses of action and that they 

comply with all legal and statutory requirements 

▪ Ensures that good records of all key data are maintained and available for 

use across the organisation 

 

 



 
 

  

  10 
 

 

 

5 Terms and Conditions  

The terms and conditions for the position of Operations Director are as follows: 

Salary Circa £90,000 

Car allowance £5,000 

Pension Defined contribution pension scheme 

Other benefits Additional benefits include: 

▪ Private Medical Insurance 

▪ Health cash plan – BUPA 

▪ Medical insurance to cover sick pay: 

‒ Less than six months service, 4 weeks’ full pay 
‒ From six months service, 13 weeks’ full pay  

▪ Income protection policy paying 75% of salary for up to five 

years. 

▪ Agile Working Arrangements 

Annual leave 30 days per year 

Notice period 3 months 

Office location Bury St. Edmunds 

 

6 Recruitment timetable 

Project stage Date 

Closing date Monday 25th June 2018 (9am) 

Longlisting decision w/c 25th June 

First stage interviews w/c 2nd July  

Referencing w/c 2nd July (after first stage interviews) 

Psychometrics 
w/c 2nd / 9th July (online in advance of final 
stage) 

Final interview w/c 9th or 16th July 
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7 Further information 

For an informal and confidential discussion about this role, please contact our retained 

advisor at Altair Ltd: 

▪ Michael Appleby, Director – Michael.appleby@altairltd.co.uk, 07545 314 749 

 

8 How to apply 

To apply for the Operations Director position at Suffolk Housing Society, please visit 

www.altairltd.co.uk/job/shsod18 and complete our online registration form, attaching the 

following documentation (please save your documents with your surname first, followed by 

your first name and description of the file): 

▪ A detailed CV of no more than three pages, including details of positions held and 
dates  

▪ A supporting statement of no more than two pages, explaining your motivation in 
applying for this position at the SHS  

▪ Full contact details (name, job title, organisation, phone and email) for two referees 
(including your current employer if applicable). Please note that we will not take up 
references without your prior permission 

▪ A completed Recruitment Monitoring Form (attached at Appendix 2; a Word 
version is available on our website) 

 

The closing date for applications is 9:00am, Monday 25th June 2018. The job reference 

code is ALT215. 

Your application will be acknowledged and treated with strictest confidence. 

mailto:Michael.appleby@altairltd.co.uk
http://www.altairltd.co.uk/job/shsod18


 

 

 

 

Appendix 1 – Recruitment advert 

Operations Director, Suffolk Housing Society 

Bury St. Edmunds 

Circa £90,000 plus £5,000 car allowance and benefits 

This is an exciting time to join Suffolk Housing. We have been helping to meet local 

people’s housing needs since 1974. We have a rich history of innovation and we now 

have over 2,800 homes.  We have strong Board in place and we are currently 

developing a revised corporate strategy, which will take us through our next period of 

change.  

As Operations Director you will have an opportunity to directly shape and influence 

how we will deliver services across the organisation in the future. You will be joining 

an organisation where the pace of change will be quick and there is commitment at all 

levels to improve all areas of our work.  

With responsibility for a broad range of housing, asset management and property 

services, we are looking for a candidate who not only has professional expertise in 

the key functions included under the role, but also is committed modelling and 

developing an organisation culture which has a strong focus on areas such as 

performance management, innovation, integrity and customer service.   

As leader in the organisation, the successful candidate will need demonstratable 

experience and credibility of working with a range of senior stakeholders. However, 

the role also provides significant opportunity for opportunity for someone to develop 

into a Director level role. 

For an informal and confidential discussion about this position, please read through 
our recruitment pack at http://www.altairltd.co.uk/job/shsod18 and contact our 
retained advisors at Altair Ltd: 

▪ Michael Appleby, Director on mobile: 07545 314 749, office: 020 7934 0175 or 
email: michael.appleby@altairltd.co.uk 

 

The closing date for applications is 9.00am Monday 25th June 2018. The job 
reference code is ALT215. Your application will be treated with the strictest 
confidence. 

http://www.altairltd.co.uk/job/shsod18
mailto:michael.appleby@altairltd.co.uk


 

 

 

 

Appendix 2 – Recruitment monitoring form 

We’re committed to recruiting, retaining and developing a workforce that reflects at all grades 
and the diverse communities that we serve. The information you give us about yourself on 
this form allows us to monitor this. Any information provided on this form will be treated as 
strictly confidential and will be used for statistical purposes only.  
 
Name:  
 
Job Title:  
 
What is your gender? 

 Male  

 Female  
 
What is your material status?  

 Single        

 Married 

 Separated 

 Divorced 

 Widowed 

 Living With Partner  

 Civil Partnership  
 

How would you describe your national identity?  

 English  

 Welsh   

 Scottish   

 Northern Irish   

 British  

 Prefer not to say  

 Other  (Please State__________________________________) 
 

What is your ethnicity?  
Ethnic origin categories are not about nationality, place of birth or citizenship. They are about 
the group to which you as an individual perceive you belong. Please indicate your ethnic 
origin by ticking the appropriate box  
 

 Prefer not to say 
 
White  

 British  

 Welsh   

 Scottish   

 Irish  

 Any other white background (Please 
State__________________________________) 
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Mixed/multiple ethnic groups  

 White and Black Caribbean  

 White and Black African  

 White and Asian 

 Any other mixed background (Please 
State__________________________________) 

 
Asian/Asian British  

 Indian   

 Pakistani   

 Bangladeshi   

 Chinese   

 Any other Asian background (Please 
State__________________________________) 

 
Black/ African/ Caribbean/ Black British  

 African  

 Caribbean  

 Any other Black/African/Caribbean background  
(Please State__________________________________) 

 
Do you consider yourself to be disabled?  

 Yes  

 No  

 Prefer not to say  
 
If yes, please give details and set out if there is anything we need to do to assist with this? 
_________________________________________________________________________
_________________________________________________________________________
__________________________________________________________ 
 
What is your sexual orientation?  

 Heterosexual (Straight) 

 Homosexual (Gay, Lesbian) 

 Bisexual  

 Prefer not to say  
 
What is your religion or belief?  

 Atheist (No religion)  

 Buddhist   

 Christian   

 Hindu   

 Jewish   

 Muslim   

 Sikh   

 Prefer not to say   

 Any other religion  (Please State__________________________________) 
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Appendix 3 – Recruitment advertising monitoring details 

How did you find out about this opportunity? 
 

 Please indicate “YES” as appropriate 

Altair website/email bulletin  

Approached directly by Altair  

Inside Housing  

LinkedIn  

Suffolk Housing Society 
website 

 

Online browsing  

Twitter  

Word of mouth  

24Housing  

 


