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1 Welcome letter 

Dear prospective candidate,  
 
I am delighted that you are interested in the Operations Director opportunity at Hastoe. We 
are an organisation with a very clear sense of purpose to deliver high quality services and 
new homes working with rural communities. Hastoe is a niche housing association with 
defined strategic ambitions; always seeking to influence and campaign for more affordable 
high quality housing in rural communities.  
 
Over the coming years we will: 
 

• Deliver good quality and safe services to our customers. 

• Build new homes working with rural communities. 

• Enhance our build standards to further improve the quality of our homes. 

• Evaluate our urban stock to ensure we are getting value from our assets. 

• Encourage our customers to use our digital services. 

• Increase customer satisfaction and engagement with communities. 

• Campaign to influence national policy for more affordable housing in rural communities  

The role of Operations Director covers all our operations including: asset management, 
housing management, customer services, repairs and Health & Safety. The first priority will 
always be to ensure our services are delivered well and our customers are happy with the 
services they receive.  
 
We believe to deliver these good services we need people who are skilled, motivated and 
can engage with customers effectively. It’s all about the people we employ, and our values 
are a big part of how we lead and work with each other. This role leads most of the 
organisation’s staff. It will require strong leadership qualities, high visibility, and integrity to 
bring the best out of our people; strengthening a culture based on our values; and delivering 
for both the business and our customers. 
 
The successful candidate will be a critical part of the Executive Team and will contribute to 
the overall direction of the business, as well as promoting Hastoe to external stakeholders. 
 
The priorities for the first year are to: 
 

• Analyse our customer satisfaction and engagement results and devise improvements. 

• Establish how we could improve our maintenance services.  

• Evaluate our urban stock to get optimum value from our assets. 

• Customise promotion of our digital offer channelling customers to take up online 

services. 

• Reinforce collaborative working across all areas of the business. 

Our new Operations Director will need to be an experienced leader with strong professional 
expertise, with the energy and drive to continuously improve what we do. This role would 
therefore suit an experienced director; or provide an opportunity for someone ready to 
develop into a director level role.  
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If you care about rural communities, the environment, and want to work with others who 
share a similar passion, this job could suit your personal, corporate and social ambitions. 
 
I do hope that after reading this pack you will want to discuss this position further with our 
retained recruitment consultants at Altair. 
 
I wish you the best of luck in your application. 
 
 
Yours sincerely, 
 

 
 
Andrew Potter 
Chief Executive   
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2 About Hastoe 

Established by the Sutton Dwellings Trust in 1962, Hastoe now owns and manages over 
7,500 homes in over 70 local authority areas and nearly 300 villages. Our homes are spread 
across the south of England from Norfolk to Cornwall. Hastoe is defined by its strong 
commitment to rural communities and to energy efficiency, as one of the leading developers 
of Passivhaus homes. 
 
Hastoe has a track record of managing and building high quality homes that meet the needs 
of its many and varied local communities. Current and future development programmes are, 
and will continue to be, aimed at the provision of affordable, rural, energy-efficient homes for 
people to enjoy living in. 
 
Hastoe's vision is to build sustainable homes in sustainable communities. This means 
seeking innovative solutions to provide the homes that our rural communities need. This 
vision is delivered by our Board and staff team who embody our five values: 
 

▪ customer inspired 
▪ enterprising 
▪ passionate 
▪ professional 
▪ open and transparent. 

 

Our Executive Team 

Andrew Potter MBA: Chief Executive 
Andrew joined Hastoe in May 2018. He has worked in social housing for 30 years with his 
career starting as a housing trainee at Waveney District Council. After spending his early 
years working in Suffolk, Hampshire and Dorset, he moved to London where he worked for 
local authorities, Tenant Management Organisations, Arm’s Length Management 
Organisations and Housing Associations. Andrew has held a number of non-executive roles 
and was chair of a small housing association. Prior to joining Hastoe, Andrew was the Chief 
Executive of Lewisham Homes for 11 years. 
 
Will Roberts BSc ACA: Finance Director and Legal Company Secretary 
Will joined Hastoe in 2007 and was Head of Finance for three years before becoming 
Finance Director in 2010. Will has extensive experience in the Housing and the Private 
Sector. He has held senior management positions at First Wessex Housing Group and Moat 
Housing Group. Prior to that he worked for a private property investment company, based in 
London, for five years. He has a degree in mathematics and economics from the University 
of London and qualified as a chartered accountant with the accountancy firm Deloitte. 
 
Operations Director (successful candidate) 
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Our Governance  
 
Ed Buscall (Chair) 
Ed is an arable farmer based in Norfolk. He is a parish councillor and has been involved in a 
number of schemes to regenerate the local area. Before becoming a farmer, Ed worked for 
the BBC World Service as Head of Current Affairs. He now works for the BBC Trust as an 
editorial adviser. 
Committee member ex-officio: Audit, Remuneration & Nominations. 
  
Ann Bugden 
A Hastoe resident since 2000, Ann’s first involvement with Hastoe was on the Continuous 
Improvement Group (2007-10). She works for Blackdown District Scout Council as an 
administrator for Huish Woods Scout Campsite. 
Committee membership: Board Champion for Regional Engagement. 
 
Elinor Goodman 
Elinor was political editor of Channel 4 News for 30 years. After leaving, she chaired the 
Commission on Affordable Rural Housing and then joined the board of the Commission for 
Rural Communities. She was also a member of the Leveson Inquiry into press ethics. Elinor 
lives in Wiltshire and is a governor of the Pewsey Vale Academy. 
Committee membership: Remuneration and Nominations, Staff Champion.  
  
Martin Huckerby 
Martin has recently retired after 25 years as Finance Director of a major housing association 
to have time to spend on other activities. Martin is committed to the sector and its objectives 
and remains active as a consultant/Interim Finance Director, as well as undertaking non-
Executive roles. 
Committee membership: Chair of Audit. 
 
Lisa Hughes 
Lisa is the Chief Operation Officer of River Learning Trust, a multi-academy Trust based in 
Oxfordshire. Prior to this she was an independent consultant working in the not-for-profit 
sector, specialising in change and transformation, governance and strategy. Lisa has worked 
at Executive and non-Executive levels in the not-or-profit sector for 19 years, 17 of which 
have been in housing. She is a qualified accountant with 20 years’ post-qualification 
experience. She is also a Board member of Chipping Norton Theatre. Lisa lives in rural 
Oxfordshire, which is where she grew up, and is particularly interested in the issues and 
challenges of rural communities. 
Committee membership: Audit and Board Equality, Diversity and Inclusion Champion.    
  
Andy Moore 
Andy worked for over 35 years in Housing including roles as Chief Executive of Penwith 
Housing Association, Development Director at East Midlands Housing (EMH) and Deputy 
Chief Executive of the Rural Housing Trust. He is now Managing Director of a consultancy. 
He is Chairman of his local village hall in Cornwall as well as his running club and a Trustee 
and Company Secretary of Penwith Community Development Trust. 
Committee membership: Chair of Hastoe's subsidiary Sustainable Homes Limited, Health & 
Safety champion. 
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Richard Quallington BSc (Deputy Chair) 
Richard is currently Chief Executive of ACRE. He was former Vice-Chair of ACRE and past 
Chair of Regional Action West Midlands (RAWM). A planner by training, Richard has many 
years’ experience of working with, and lobbying on behalf of, rural communities about 
affordable housing, transport, rural services, rural broadband and regeneration initiatives. 
Committee membership: Chairman of Remuneration and Nominations.   
  
Robert Rutledge LIB MBA 
Robert has extensive experience in financial services gained from a 42-year career with 
Allied Irish Bank Plc, most recently as Chief Credit Officer for the Bank's UK Division. Robert 
is also a member of the Institute of Bankers in Ireland. 
Committee membership: Audit, Tenant Empowerment Champion. 
 
Pratik Shah MA MSc MRICS 
Pratik is a chartered Planning & Development Surveyor and works in regeneration and 
development of sustainable communities for UK-listed developer ‘Countryside’. 
Committee membership: Remuneration and Nominations, Champion for Design and 
Environmental Sustainability.  
  
Andrew Wiseman LLB (Hons) OBE 
Andrew is a solicitor who specialised in environmental and planning law, prior to becoming 
General Counsel & Corporate Secretary at a public body where he heads the legal, 
governance and operational risk teams. He has considerable experience advising housing 
associations, developers and local authorities. He has been appointed by the Minister of 
State to chair the Advisory Council of UK Export Finance (ECGD), and previously chaired 
DEFRA's Contaminated Land National Expert Panel. 
Committee membership: Audit. 
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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 
 

RESPONSIBLE FOR:   Head of Strategic Asset Management 

Head of Housing and Repairs 

 
PURPOSE: 
 
To be a full and active member of the Executive Team leading on all operations and 
customer-facing services, delivering on the corporate aims and business plan. Lead staff and 
build partnerships to help deliver high-quality services to residents. 
 
KEY RESPONSIBILITIES: 
 
Corporate management 

▪ Ensure the Board and its Committees receive the information they require to carry out 
their responsibilities and are properly advised of issues which may affect the Hastoe 
Group. 

▪ Ensure that throughout the business there is compliance with legal, regulatory, 
contractual and funders’ requirements. 

▪ Contribute to establishing and maintaining effective corporate, financial and planning 
systems to achieve the targets set out in the business plan and to meet the expectations 
and requirements of regulators, funders and other stakeholders. 

▪ Ensure effective performance management arrangements are in place and monitored 
regularly. Use external benchmarks, standards and performance indicators. 

▪ Ensure that the Group's internal control systems and processes for assessing and 
managing business risk are understood and implemented. Lead on internal and external 
audit reviews and ensure that any agreed action is implemented. 

 
Functional responsibilities 

▪ Ensure services are delivered to a high standard, staff are motivated, and responses are 
provided to customer questions and feedback. 
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▪ Ensure income from rents and service charges is maximised through effective 
management of rent arrears, lettings and sales activities, collection of former-tenant 
arrears and other sundry debts. 

▪ Ensure the repairs’ service is delivered to a high standard, procurement arrangements 
meet delivery needs, and the quality and performance of contracts are managed 
robustly.  

▪ Develop asset management strategies, policies, programmes and procedures to ensure 
homes are maintained effectively and to a high standard, implemented fully by staff, and 
meet the agreed objectives and levels of compliance with statutory requirements. 

▪ Ensure all Health & Safety requirements are met, all necessary systems and processes 
are in place and reviewed regularly through chairing the Health and Safety Committee.  

▪ Actively promote tenant and stakeholder involvement and engagement in the delivery of 
services and use their feedback to inform improvements. 

▪ Throughout your area of responsibility, manage financial resources within agreed 
budgets and in accordance with standing orders. 

▪ Ensure effective relationships are maintained with other teams across the business to 
support a collaborative approach to get things done well. 

▪ Ensure quality and value-for-money services for customers are in line with best-practice 
standards. 

 
▪ Ensure and inspire a culture of continuous improvement amongst staff, ensuring that 

learning and improvements are implemented. 
 
Staff management and development 

▪ Provide highly visible and effective leadership for staff, motivating your workforce to 
successfully deliver the ambitions and standards required. Determine performance 
standards and targets for those staff and ensure their performance is appraised regularly. 

▪ Effectively manage succession within the service by encouraging staff to develop 
themselves and use their initiative.  

▪ Promote a culture of openness, customer focus, participation and performance, in which 
staff share a common sense of purpose. 

▪ Take a lead role in determining objectives, targets and work programmes. 

▪ Ensure that staff within the directorate are trained and developed to meet the Hastoe 
Group's objectives and that an annual training plan is prepared. 
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Conduct and other responsibilities 

▪ Act at all times within the Group's rules, policies, procedures, standing orders and 
financial regulations. 

▪ Be responsible for ensuring the Group's Equality and Diversity policy is upheld. 

▪ Maintain the highest standards of personal and professional integrity and conduct.  
Ensure that the Group's Codes of Conduct is observed and report any departures from 
these standards to the Chief Executive. 

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 

▪ Minimum of 3-years’ experience of operating at a senior level in a 
housing focused organisation 

▪ Good strategic and operational understanding of the technical 
responsibilities of this role  

▪ Relevant experience in effectively managing people to get the best 
from them but also tackling more difficult situations. 

▪ 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 that has led to 
improvements in service, performance and/or efficiencies 

▪ Experience of complex financial and budget management 

• Up-to-date and thorough knowledge and understanding of the 
legislative framework for the sector, including management of 
landlord health and safety, as well as knowledge of corporate 
governance  

PART TWO: Behaviours 

Personal 
Qualities 

• Commitment to achieving high-quality customer service, best practice 
and continuous improvement. 

• Commitment to achieving equality, diversity and inclusion in service 
delivery. 

• Commitment to achieving sustainable communities. 

• Flexible approach to working hours including ability to attend evening 
meetings. This may include some overnight stays. 

• High standards of personal and professional integrity. 

• Team player. 

Other Full, valid driving licence. 
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5 Terms and Conditions  

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

Salary Circa £100,000 

Car allowance £7,500 per annum 

Pension SHPS Defined Contribution Pension Scheme, employer 
contribution of up to 8% of salary 

Annual leave 30 days per year plus Bank Holidays and 1.5 complimentary days 
off 

Notice period Six months 

Office location Kingston upon Thames or Saffron Walden  

Benefits Personal Car Lease Scheme, Employee Assistance Programme, 
Childcare Vouchers, Cycle to Work Scheme, purchase of up to 5 
additional days’ leave, discounted schemes for Gym Membership 
and High Street Retailers 

Training and 
Development 

Hastoe is an Investor in People Gold standard organisation and is 
committed to developing staff potential 

Working Hours 35 hours per week, Monday to Friday 9.00am to 5.00pm with 
unpaid one hour lunch break. These are guideline hours. All 
members of the Executive Team are expected to be flexible about 
the number of hours needed to be worked, and are encouraged to 
adopt flexible patterns of working to achieve business outcomes 
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6 Recruitment timetable 

Recruitment stage Date 

Closing date 9.00am, Monday 4 February 2019 

Longlisting decision w/c 4 February 2019 

First stage interviews (central London) 13 or 15 February 2019 

Shortlisting decision and referencing w/c 18 February 2019 

Online assessment  w/c 18 February 2019 

Final interview (central London) Wednesday 27 February 2019 (pm) 

 

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

8 How to apply 

To apply for the Operations Director position at Hastoe Group, please visit 

www.altairltd.co.uk/job/HastoeALT237 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 Hastoe and addressing Part One of the person 
specification 

▪ Full contact details (name, job title, organisation, phone and email) for three 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 4 February 2019. The job reference 

code is ALT237. Your application will be acknowledged and treated with strictest confidence. 

mailto:sarah.palmer@altairltd.co.uk
http://www.altairltd.co.uk/job/HastoeALT


 

 

 

 

Appendix 1 – Recruitment advert 

Operations Director 
Hastoe Group 
Kingston upon Thames or Saffron Walden  
Circa £100,000 plus £7,500 car allowance and benefits 
 
 
Hastoe is an organisation with a very clear sense of purpose: to work with rural 
communities; to build more affordable and energy-efficient quality homes; and deliver 
a high-quality service to our customers.  
 
Established by the Sutton Dwellings Trust in 1962, Hastoe now owns and manages 
over 7,500 homes in over 70 local authority areas and nearly 300 villages. Our homes 
are spread across the south of England from Norfolk to Cornwall.  
 
As Operations Director, you will have the opportunity to directly shape and influence 
how we deliver services across the organisation in the future. You will have 
responsibility for all our operations, including: asset management, housing 
management, customer services, repairs and Health & Safety.  
 
We are looking for a candidate with strong professional expertise; a highly visible role 
model for staff; and the energy and drive to improve what we do to ensure our 
customers get an excellent service. This role would suit an experienced director, or 
provide an opportunity for someone ready to develop into a director level role.  
 
As leader in the organisation, the successful candidate will need demonstrable 
experience and credibility of working with a range of senior stakeholders. If you don’t 
have this yet, the role provides significant opportunity for someone to develop into the 
role. 
 
If you care about rural communities, the environment and want to work with others 
who share a similar passion, this job could suit your personal, corporate and social 
ambitions. 
 
For an informal and confidential discussion about this position, please read through 
our recruitment pack at http://www.altairltd.co.uk/job/HastoeALT237 and 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, Monday 4 February 2019. The job 
reference code is ALT237. Your application will be treated with the strictest 
confidence. 

http://www.altairltd.co.uk/job/Hastoe
mailto:sarah.palmer@altairltd.co.uk


 

 

 

 

Appendix 2 – Equality and Diversity Monitoring Form  

Please  the appropriate response. 

The information you provide will not be used in the recruitment and selection process.  It will 
be held confidentially and separately from your application. 
 
The data will be recorded for monitoring purposes only and will be destroyed after an 
appointment has been made. 
           
    
 
 

 

 
 

      
 
 
 
 

 
 
 

         
 
 
         
 
 
 
 
 
      
          
         
         

            
  

    

             
 
 
 
 
 
 

Ethnic Origin 

Disability 

Do you consider yourself to have a 
disability? 

Yes      

No      

Decline to answer     

 

 

 

 

White: British     

White: Irish     

White: Other Background   

Mixed: White and Black Caribbean  

Mixed: White and Black African  

Mixed: White and Asian   

Other Mixed Background   

Asian/Asian British: Indian   

Asian/Asian British: Pakistani   

Asian/Asian British: Bangladeshi  

Other Asian Background   

Black/Black British: Caribbean  

Black/Black British: African   

Other Black Background   

Chinese                    

Other Ethnic Background   

Prefer not to say    

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Sexual Orientation 

Bisexual                                                

Gay Man                                               

Gay Woman/ Lesbian                         

Heterosexual/ Straight                        

Other                                                   

Prefer not to say                                  

 

 

 

 

 

 

 

Religion or Belief 

Buddhist                       

Christian       

Hindu        

Jewish        

Muslim        

Sikh        

Another religion or belief      

No religion or belief      

Prefer not to say      

 

 

 

 

 

 

 

 

 
Gender    Male                  Female            

Age  I consent to my sensitive, personal data 
being used for the sole purpose of 
equality and diversity monitoring. 
 
 
Signature:  _______________________ 
 
Date:       ________________________ 
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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  

Hastoe Group website  

Online browsing  

Twitter  

Word of mouth  

24Housing  

 


