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1  | Welcome letter  

I am delighted that you are interested in this great opportunity to come and be a part of 
Saffron in this exciting leadership role. You will be joining a newly-formed Executive Team 
and a refreshed Board. With a new Business Plan and Business Strategy to deliver, we are 
focused on making Saffron a modern, customer-focussed and strong housing provider 
serving South Norfolk and wider East Anglia. 
 
In September 2016, the Regulator downgraded our Governance rating to G3. This judgement 
has catalysed us to strengthen our Board, Executive and systems to be fit for the future. In 
recent months we have appointed a new Chair and Interim Chief Executive and refreshed 
our Business Plan. We are now developing a new Business Strategy to clearly set out our 
vision, values and objectives for the next three years. 
 
We are financially sound, with an annual turnover of £31m. We have been able to create a 
surplus and use this to maintain a healthy programme of investment in existing housing stock 
and the development of new homes. We have recently re-aligned our development 
programme to take account of new challenges, but the Executive and Board remain 
committed to continuing to meet a variety of housing needs. We work in both urban and rural 
areas and as one of the main providers of social housing in the area, we are using all of our 
creativity and commitment to ensure that our business remains efficient and continues to 
make a real difference to the lives of our communities. 
 
As a member of our Executive Team, the Executive Director of Operations will play a key 
role in helping to shape our future, ensuring that we meet the challenges we face whilst 
remaining focused on delivering excellent core services.  
 
Operationally, our priorities are to build on our existing performance in housing and asset 
management, care and support, customer services and complaints. Our goal is to further 
transform our services to increase capacity and respond to changing customer demands and 
demographics. Working with our tenants as well as our other stakeholders throughout the 
region and beyond will also be an important part of the role.  
 
We are at the beginning of our transformation programme and so whether you are already 
operating at director level or looking to step up, we want to hear from enthusiastic and 
innovative candidates who have experience of leading large and complex operations teams 
and delivering a change programme. Strong stakeholder relationship management skills will 
also be essential.  
 
We are rightly proud of the things we have accomplished since the transfer of housing stock 
in 2004 from South Norfolk District Council. The next few years will bring further change and 
new challenges, and we want our Executive Directors to be inspired by this. If it inspires you 
then read on to find out more about who we are and how you can be a part of our future.  
 
I do hope that after reading this pack you will want to discuss this position further with our 
retained recruitment consultant at Altair: Sarah Palmer, Head of Executive Search and 
Interim Management on mobile: 07806 602933 or email: sarah.palmer@altairltd.co.uk 
 
Bob Walder 
Chair 
Saffron Housing Trust Ltd  

mailto:sarah.palmer@altairltd.co.uk
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2  | About Saffron Housing Trust 

Saffron Housing Trust Limited employs 200 people, operates in four counties within the 
Eastern Region, manages assets worth £140m and delivers housing services to residents of 
over 6,000 homes. As a leading developer of new affordable homes in East Anglia, we have 
ambitious plans to increase our housing stock to 6,500 over the next three years. 
 
In recent months, Saffron has refreshed its Board and Executive Team and is developing 
new objectives for the next three years to transform the Trust and secure its position as one 
of East Anglia’s leading providers of housing to those who need it. 
 

Saffron’s vision is: To provide homes in communities of which we are proud. 
 
In June, our Board agreed our strategic themes for the next three years as: 
 

▪ People and capacity 

▪ Money and resources 

▪ Customers and services 

▪ Governance and regulation 

▪ Assets 

▪ Development. 

 
Over the Summer the Board and the Executive will be developing these themes into 
objectives and targets to direct service delivery. 
 
Since 2016, Saffron has been working with the Regulator of Social Housing to improve its 
governance arrangements and comply with the requirements of the Regulatory Standards. 
The Trust has recently developed a revised Voluntary Undertaking with the Regulator which, 
in the next six months, will enable Saffron to demonstrate compliance and enable the Trust 
to focus on the delivery of excellent services that customers value 
 
An organisational structure chart is at Appendix 1. Further information about Saffron HT is 

available from our website at: www.saffronhousing.co.uk   

http://www.saffronhousing.co.uk/
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3  | Role profile 

Job description  

Job Title: Executive Director Operations 
 
Reporting To:  Chief Executive Officer (CEO) 
 
Direct Reports: 

▪ Director of Asset Management 
▪ Asst Director of Housing 
▪ Contact Centre Manager 
▪ Contact Care Manager 

 
Base Location: Long Stratton, Norfolk 
 

Overall purpose of the role 

▪ A member of the Executive Team, ensuring the delivery of Saffron Housing 
Trust’s mission and objectives - providing clear direction and effective leadership 
to support a culture and climate which inspires customer service excellence. 

▪ To advise the Executive and Board on all operational areas, paying particular 
attention to customer service, and gain Board agreement for implementing 
change to improve service. 

▪ The organisational lead for the strategy and delivery of all housing operations 
including General Needs, Supported Housing, Housing with Care, Specialist 
Housing, Leaseholders and Lettings and Contact Care, Contact Centre, Asset 
Management and Property Services.  

 

Main duties and responsibilities 

▪ Ensure that Saffron Housing Trust’s mission and corporate business plans remain 
relevant and underpin all activities in the organisation.  

▪ Provide inspirational leadership by engaging direct reports and others with the 
vision for Saffron and relating it to how everyone can contribute to its realisation.  

▪ Achieve performance targets by building a strong operations team to deliver 
outstanding customer service and improvements in efficiency and effectiveness. 

▪ Build a committed high performing team by setting meaningful and stretching 
performance targets, monitoring progress on a regular basis and providing 
feedback and coaching on areas for improvements. 

▪ Define and deliver housing operations policy, setting an exceptional ‘Saffron 
standard’ of basic housing management disciplines and introducing modern 
property management techniques. 

▪ Develop a significant presence in each ‘patch’ and build relationships throughout 
the business to enable the sharing of knowledge and best practice. 

▪ Maintain an active knowledge of the wider housing and external environment, 
taking action to maintain Saffron’s leading and competitive edge. 

▪ Work closely with Human Resources to create mechanisms for identifying and 
nurturing talent and ensure direct reports are managing and coaching their teams 
effectively. 
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▪ Review the balance between central and area controlled activity with a view to 
improving efficiency, consistency and value for money yet maintaining the 
appropriate level of local autonomy for staff to meet local customer needs. 

▪ Ensure compliance in respect of governance and adherence to relevant statutory 
and regulatory provisions at all times. Manage risk associated with all areas within 
the department. 

▪ Prepare, manage and control budgets whilst demonstrating commercial acumen 
and managing financial viability and control, identifying opportunities to improve 
operating efficiency or improve the use of our assets. 

 

Impact on resources and relationships 

▪ In conjunction with the Board and Executive Team, provide vision, leadership and 
direction to the organisation. 

▪ Participate as required in corporate and leadership initiatives and activities taking 
collective responsibility for Executive team decisions and leading by example. 

▪ Build and sustain an engaging and proactive relationship with our engaged 
resident groups building on improved customer service. 

▪ Provide excellent inter-personal and networking skills to build on relationships 
with external stakeholders and represent the organisation externally with 
professional bodies and industry forums.  

▪ Provide leadership and professional development to the Operations Directorate, 
creating a climate that ensures a reputation for service excellence, innovation and 
reliability. 

▪ Ensure the team is appropriately structured, resourced, trained and accountable 
for providing a quality service to internal/external customers. 

▪ Develop a culture of learning and accountability so that staff are enthused about 
their contributions and can see their impact and value. 
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Person Specification 

 

PART ONE – Qualifications and Experience 

 Education and Formal Qualifications: 
▪ A degree-level academic qualification or equivalent level of skill and experience. 

Work Experience/Background 
▪ Operating at senior level in an operations function in a comparable size business. 
▪ Direct management of wider portfolio responsibilities e.g. business improvement, and 

project management would be an advantage. 
▪ Understanding of managing a diverse portfolio of customer services delivery. 
▪ A good grasp of challenges facing the Social Housing sector.  
▪ Experience of developing and managing a strong customer service culture, where 

organisational infrastructure proactively supports frontline service delivery. 

PART TWO – Skills and Attributes 

Specific Skills, Aptitude, Knowledge 
▪ Acts with integrity, actively promotes and support the mission of Saffron Housing Trust 
▪ Excellent verbal, written communication, presentation and interpersonal skills. 
▪ Strong negotiating and influencing skills, able to work intuitively. 

Personal Competencies  
▪ Leadership skills to support a culture and climate which inspires customer service 

excellence. 
▪ Self-starting, decisive and results focused with the energy, drive, enthusiasm and sense of 

urgency necessary to set a tough pace and deliver. 
▪ Direct, motivational leadership style that will infect other people throughout the business 

with the same behaviours and will compliment an open, non-hierarchical team 
environment. 

▪ Well developed, proven change management skills, honed in a senior position within a 
substantial organization. 

▪ The personal presence, stature, credibility and gravitas to command respect from peers 
and team members alike. 

▪ Relationship builder and networker – approachable with excellent interpersonal skills. 
▪ Intellectually agile – a clear, strategic thinker with proven analytical and problem solving 

skills. 
▪ Pragmatic and organized with an ability to focus on the detail and demonstrate a practical 

approach when necessary. 
▪ Outstanding written and verbal communication skills. 
▪ Positive outlook and a ‘can do’ perspective to problems or issues. 

Working conditions 

▪ To carry out other duties commensurate with this position, as requested by the Board and 
the Chief Executive from time to time. 

▪ To be flexible with main duties and responsibilities in relation to portfolios to enable 
improved/appropriate business areas to be aligned with delivery of Saffron’s strategic 
direction. 

▪ Contribute to effective team working and provide cover for colleagues as required 
▪ Comply with all policies, including for example: health and safety; risk; equality and 

diversity; data protection and the organisation’s Code of Conduct. 
▪ Willingness and ability to travel to represent and promote Saffron Housing Trust Ltd. 
▪ Able to work flexibly and as required evenings/weekends given the seniority of role. 
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4  | Principal terms and conditions 

Position: Executive Director of Operations 

Location: Saffron Barn, Swan Lane, Long Stratton, Norfolk, NR15 2XP and/or Helen 

House, Chequers Road, Tharston, Norfolk, NR15 2WZ 

Salary: Circa £91,500 per annum plus 10% car allowance, plus discretionary 

Performance Related Bonus up to a maximum of 15% 

Hours: Normal weekly working hours will be 37½ hours, over 5 days, (Monday, 

Tuesday, Wednesday, Thursday, Friday)  

Term: Permanent 

Probation: 6 months 

Notice Period: 1 month during probation then 3 months thereafter  

Holidays: 30 days in a full holiday year, plus an additional 3½ days to be taken at a 

time specified by Saffron. All statutory Bank Holidays. (Holiday year runs 

from 1st January to 31st December) 

Pension: Saffron is a member of the LGPS Norfolk Pension Fund which is based on 

career earnings and the successful applicant will be eligible to join the 

scheme 

Healthcare: Saffron provides a private healthcare scheme for all employees on a 

permanent contract 

Relocation  This position includes a relocation package of up to £8,000 to support 

relocation to the area 

 

Important Note: This post may be subject to an Enhanced Disclosure with the Disclosure 

Barring Service. Further information about the Disclosure Scheme can be found at 

www.homeoffice.gov.uk/dbs or alternatively telephone Saffron’s HR Team (01508 532014) 

for further details. 

  

http://www.homeoffice.gov.uk/dbs
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5  | The recruitment timetable 

Project stage Date 

Closing date 9am Monday 3 September 2018 

Longlisting decision w/c 10 September 2018 

First stage interviews and shortlisting 
decision 

w/c 17 September 2018 

Referencing After shortlisting decision 

Online psychometric assessment  After shortlisting decision 

Final interview w/c 24 September 2018 

 

6  | Further information 

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

advisor at Altair Ltd: Sarah Palmer, Head of Executive Search and Interim Management on 

mobile: 07806 602933 or email: sarah.palmer@altairltd.co.uk 

 

7  | How to apply 

To apply for the Executive Director of Operations position at Saffron Housing Trust, please 

visit www.altairltd.co.uk/job/shtedo18 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 Saffron and evidencing your suitability against 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 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 3 September 2018 and the job reference code is 

ALT221. 

Your application will be acknowledged and treated with strictest confidence. 

 

 

  

mailto:sarah.palmer@altairltd.co.uk
http://www.altairltd.co.uk/job/shtedo18
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Appendix 2 – Advert 

Executive Director of Operations 
Saffron Housing Trust Ltd 
Circa £91,500 plus 10% car allowance, discretionary PRB to a maximum of 15% 
and other generous terms and conditions (including LGPS Pension Scheme) 
Norfolk 
 
Saffron Housing Trust Limited employs 200 people, operates in four counties within the 
Eastern Region, manages assets worth £140m and delivers housing services to residents of 
over 6,000 homes. As a leading developer of new affordable homes in East Anglia we have 
ambitious plans to increase our housing stock to 6,500 over the next three years. 
 
In recent months Saffron has refreshed its Board and Executive team and is developing new 
objectives for the next three years to transform the Trust and secure its position as one of 
East Anglia’s leading providers of housing to those who need it. 
 
Operationally, our priorities are to build on our existing performance in housing and asset 
management, care and support, customer services and complaints. Our goal is to further 
transform our services to increase capacity and respond to changing customer demands and 
demography. Working with our tenants as well as our other stakeholders throughout the 
region and beyond will also be an important part of the role.  
 
We are at the beginning of our transformation programme and so whether you are already 
operating at director level or looking to step up, we want to hear from enthusiastic and 
innovative candidates who have experience of leading large and complex operations teams 
and delivering a change programme. Strong stakeholder relationship management skills will 
also be essential.  
 
If you are looking for an opportunity to get in at the beginning of an extensive and cross-
cutting transformation programme and have the operational and well as the people skills 
required, please click the “Apply” button where you will find the recruitment pack. If, after 
reading the recruitment pack, you would like an informal and confidential discussion about 
this position, please contact our retained advisor at Altair Ltd: Sarah Palmer, 
Head of Executive Search and Interim Management – mobile: 07806 602933, email: 
sarah.palmer@altairltd.co.uk  

 
The closing date for applications is 9:00am 3 September 2018 and the job reference code is 
ALT221. Your application will be treated with strictest confidence. 

  

mailto:sarah.palmer@altairltd.co.uk
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Appendix 3 - Recruitment monitoring form 

Equality monitoring form

 

Saffron wants to meet the aims and commitments set out in its equality and diversity policy. 

This includes not discriminating under the Equality Act 2010 and building an accurate picture 

of the make-up of the workforce in encouraging equality and diversity. 

We need your help and co-operation to enable it to do this but completing this form is 

voluntary. The information you provide will stay confidential. 

 

Gender Man  Woman  Non-binary  Prefer not to say   

If you prefer to use your own term, please specify here …………………….  

 

Are you married or in a civil partnership? Yes  No  Prefer not to say   

 

Age 16-24   25-29   30-34   35-39   40-44  45-49  

  50-54   55-59   60-64   65+   Prefer not to say   

 

What is your ethnicity?  

Ethnic origin is not about nationality, place of birth or citizenship. It is about the group to 

which you perceive you belong. Please tick the appropriate box  

White  

English   Welsh   Scottish  Northern Irish  Irish  British  Gypsy or Irish Traveller  

Prefer not to say  Any other white background, please write in:  

 

Mixed/multiple ethnic groups  

White & Black Caribbean   White & Black African   White & Asian    Prefer not to say 

 Any other mixed background, please write in:   

 

Asian/Asian British  

Indian  Pakistani   Bangladeshi  Chinese  Prefer not to say   Any other Asian 

background, please write in:  
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Black/ African/ Caribbean/ Black British  

African   Caribbean   Prefer not to say    

Any other Black/African/Caribbean background, please write in:  

Other ethnic group  

Arab   Prefer not to say  Any other ethnic group, please write in:  

    

Do you consider yourself to have a disability or health condition?  

Yes    No  Prefer not to say   

What is the effect or impact of your disability or health condition on your ability to give your 

best at work? Please write in here:  

 

The information in this form is for monitoring purposes only. If you believe you need a 

‘reasonable adjustment’, then please outline the adjustment here:  

  

 

What is your sexual orientation?  

Heterosexual  Gay woman/lesbian   Gay man   Bisexual  Prefer not to say    

  

If you prefer to use your own term, please specify here…………………………….…. 

    

 

What is your religion or belief?  

No religion or belief     Buddhist    Christian   Hindu  Jewish   

Muslim  Sikh  Prefer not to say  If other religion or belief, please write in:  
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Recruitment advertising monitoring form 

How did you hear about this opportunity? 

 

 Please indicate “YES” as appropriate 

Altair e-bulletin/website  

Approached directly by Altair  

Inside Housing online  

LinkedIn  

Online browsing  

Saffron  website  

Twitter  

Word of mouth  

Other (please state)  
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