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Thank you for your interest in the Head of Housing (HOH) position with Castles & Coasts Housing 

Association (CCHA) Limited.  

 

As well as providing an excellent career opportunity, this role provides you with the opportunity to live in 

one of the most beautiful parts of the UK; with three National Parks, the Scottish Borders and the 

glorious North West and North East coasts on our doorstep. Our area provides access to first class 

theatre, music and sporting venues along with a world class food offering. If you don’t already live here, 

just imagine the fantastic quality of life that this area offers you! 

CCHA was formed in 2017 following the merger of two housing associations based across the North of 

England. Both were well established, thriving businesses and CCHA is continuing to build on a legacy of 

providing good services and a people focused culture. 

This is an exciting new role for CCHA; it forms part of our business growth and our commitment to 

delivering first class services to our customers. We are looking for an exceptional individual who is 

genuinely passionate about delivering high quality services and driving a culture of excellent 

performance.  

CCHA is already providing good services, but is keen to continue improving. As HOH you will be able to 

make a real difference to how our future services are shaped and delivered. You will be responsible for 

providing leadership and direction to our Housing Team, namely the Lettings & Neighbourhoods, 

Leasehold and Sheltered & Supported Teams.   

You will be a dynamic, innovative and driven leader with experience of designing and delivering high 

performing housing management services. You will demonstrate a strong collaborative leadership style, 

with the ability to build effective relationships both internally and externally, and a thorough 

understanding of change management and implementing continuous improvement mechanisms.  

You will form part of our Senior Leadership Team and will act as a role model by embodying our values 

to shape our culture and guide your teams to achieve our strategic objectives.  Our website will provide 

you with detailed information about our vision, key objectives and core values.  

If you like what you read, and you would like the opportunity to join the CCHA Team, please complete 

our application process, telling us how you feel you can add value and dynamism to our team. If you 

choose to apply and are successful, you will be rewarded on all levels - a great place to work, a great 

place to live and a great team of people to work with. 

If you have any questions about the role please do not hesitate to contact me for an informal 

conversation, via Charlotte Astill, on 01228 635480.  

 

I look forward to receiving your application. 

 

Yours sincerely 

 

Dawn Clark 

Housing Services Director  
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Housing Services Director  

Head of Housing  

Lettings & Neighbourhoods 
(L&N) Manager  

(5,272 General Needs 
Properties) 

2 x L&N Team Leaders 

1 x Legal Coordinator   

11 x L&N Officers  

6 x L&N Assistants 

Sheltered & Supported 
(S&S) Manager  

(726 S&S Properties) 

3 x S&S Officers 

2 x S&S Assistants 

16 x Scheme 
Officers/Managers    

Leasehold Manager  

(1,022 Home Ownership 
Properties) 

2 x Leasehold Officers  

1 x Assistant Leasehold 
Officer  

3 x Resident Managers  

Senior Administrator  

(Executive Directors) 

Housing Team Structure   



 

 

 

 

 

 Job Description  

Reporting to: Housing Services Director  

 

Responsible for: Managers of the Housing Team: Lettings & Neighbourhoods, Leasehold 

and Sheltered & Supported  

 Role Purpose 

 Lead, motivate and provide strategic direction to the Housing Team, ensuring the 
services we deliver are cost effective, efficient and meet the needs of our current and 
future customers. 

 Lead and embed a culture of customer excellence and continuous performance 
improvement across the Housing Team. 

 Accountability for the management and performance of our portfolio of over 7,000 
housing units; ensuring that the most effective processes are in place to let and manage 
our properties. 

 Drive improvements to systems and processes, championing new technologies and best 
practice from both within and outside of the housing sector. 

 Be an active and effective member of our Senior Leadership Team, working 
collaboratively with colleagues to ensure the objectives of the Association’s Corporate 
Strategy are delivered.   

 
 

  Key Responsibilities 

 Meet Business Plan targets through the successful delivery of housing services with a 

clear customer focus and within internal and external regulatory frameworks. 

 Continually review the processes delivered by the Housing Team, implementing 
improvements, where necessary, ensuring that they: 

o are effective, responsive and maximise performance potential  
o make the best use of technology available 
o meet the needs and aspirations of current and future customers 
o deliver value for money 
o are compliant with statutory and regulatory requirements and the law.  

 Develop and maintain housing strategies, policies and procedures aligned to current 
legislation and regulatory standards. 

 Ensure the most effective mechanisms are in place to proactively monitor and report 
performance; benchmarking against relevant external sources. 

 Ensure performance improvement mechanisms are in place for properties which are 
poorly performing. 

 Preparation of reports and performance statistics for the Association’s Board and 
Committees, presenting papers as required. 

 Develop and maintain effective key internal and external relationships to enable the 
delivery of business objectives. 

 Manage and monitor housing budgets in line with the Association’s Financial 
Regulations.  

Role Profile  



 Ensure stock data is up to date and relevant to allow accurate regulatory reporting. 

 Ensure operational risks relating to housing services are effectively identified, managed, 
mitigated and monitored. 

 Support the Housing Services Director in business planning for the organisation’s future 
housing services. 

 Liaise effectively with other teams, departments and all stakeholders to ensure efficient 

and effective customer service, governance and audit compliance. 

 Represent and promote the work of the Association, attending meetings out of hours as 

necessary. 

 Respond effectively to requests or complaints relating to Housing operations. 

  Staff Management 

 Provide strategic management and support to the Housing Team Managers, also 
ensuring effective two-way communication and collaboration is achieved with all teams 
across the Association. 

 Ensure managers and their staff have a clear understanding of what is expected of them 
and that processes are in place to ensure regular, constructive feedback on 
performance. 

 Support appropriate learning opportunities for staff in line with departmental and 
organisational priorities. 
 

 Generic 

 Be an active and effective member of the Senior Leadership Team. 

 Work collaboratively with colleagues to meet the objectives of the Association and the 
priorities of the Housing Services directorate. 

 Seek best value and facilitate continuous performance improvement within the 
department and for the Association. 

 Promote a positive health and safety culture in all areas of operations in conjunction 

with the Health & Safety Manager. 

 Comply with the Association’s policies and procedures. 

 Be a role model for the Association’s values and objectives. 

 Comply with the requirements of external regulators. 

 Carry out such other duties as may reasonably be required from time to time. 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

    Person Specification 

  ESSENTIAL DESIRABLE 

Education & 

qualifications 

 Degree level education 

 Relevant professional qualification in 
Housing/Business 

 

 

 

 

Experience, 

knowledge, 

understanding 

 Relevant experience in a senior leadership role 
within social housing 

 Extensive experience in the delivery of 
operational housing services 

 Experience of leading teams to deliver high 
levels of performance 

 Experience of implementing successful change 
management processes – people and processes 

 A strong understanding of the regulatory, 
statutory and legal requirements of housing 

 Experience of implementing and monitoring 
performance management systems 

 Experience of leading, developing and motivating 
staff  

 Understanding of how IT systems can drive 
quality and efficiency   

 Budget management experience 

 Experience of actively seeking and delivering 
Value for Money  

 Experience of preparing and presenting reports 
and presentations to Board/Committees 

 Experience of building effective working 
relationships both internally and externally 

 Experience of leading multi-disciplinary teams 
across an organisation   

 

 

 

 

 

 

      

 

 
 

 

       

      

 

 
 

 

 

     

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Technical & 

professional skills 

 Working knowledge of housing law 

 Working knowledge of leasehold services 

 Experience of developing housing policies and 
procedures in line with regulatory requirements 

 Computer literate, with excellent knowledge of 
Microsoft Office and housing management 
systems 

 

      

 

 

 

 

 

 

Vision & Drive  Demonstrates drive and enthusiasm 

 Self-motivated and able to motivate others 

 Seeks ways to continuously improve and learn 

 Represents the organisation positively and 
professionally 

 Demonstrates ability to innovate 

 Promotes and delivers change 

      

      

      

      

 

 

 

 

 

 



 

People  Shows respect and consideration 

 Empowers and enables others 

 Builds excellent rapport with customers/ 
stakeholders 

 Encourages ongoing learning and development  

 Works effectively within a team and across teams 

 Builds effective working relationships, internally 
and externally 

 Able to positively represent CCHA in public 
forums 

 

 

 

 

 

 

 

 

 

 

Communication  Communicates well, orally and in writing 

 Understands what information is required through 
effective listening and questioning 

 Listens to others, without making judgements or 
assumptions 

 Tailors communication to suit the audience 

 Negotiates effectively to achieve high 
performance 

 Facilitates effective communication throughout 
the organisation 

 

 

 

 

 

 

 

 

 

 

Planning  Shows creativity and innovation 

 Uses problem solving and decision making skills 

 Prioritises and plans effectively 

 Evaluates progress, reviews and adapts plans 

 Is responsive when needs or circumstances 
change 

 Promotes collaboration 

 

 

      

 

 

 

 

 

Performance  Shows determination to reach targets and 
objectives 

 Produces ideas to improve performance 

 Sets and achieves performance targets  

 Shows resilience in the face of obstacles 

 Handles pressures of meeting targets and 
deadlines. 

 Seeks ways to continuously improve and learn 

 Encourages development and continuous 
improvement 

 

 

 

 

 

 

 

 

 

 

Customer Focus  Demonstrates customer commitment at the core 
of all activities 

  

Equality & 

Diversity 

 Shows an appreciation of equality and the need 
to understand and respect diversity 

  

Other  Able to travel throughout the area of operations   



 

 

 
      The salary for the role of Head of Housing is: £60,520 
  

Type Details 

Hours  36.25 hours per week (full time) 

 8am to 6pm working patterns, although you will be expected 
to travel or work outside these hours 

 Flexitime scheme in place 

Pension  SHPS Defined Contribution scheme 

 Employer contributions up to 8% 

 Life assurance (3x annual salary) 

Annual leave  25 days per year plus bank holidays with additional days 
awarded for service 

Time off  Company sick pay scheme 

 Family friendly policies with company pay schemes 

Additional 
benefits 

 Induction programme and ongoing personal development 

 Staff equipped for agile working 

 Employee Assistance Programme 

 Health Cash Plan (following qualifying period) 

 Childcare vouchers 

 Staff Consultative Forum  

 Cycle to work scheme 

 Car Allowance 

 

 

Additional information about Castles & Coasts Housing Association is available on our 

website: http://castlesandcoasts.co.uk/. 

 

  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 Terms and Conditions   

http://castlesandcoasts.co.uk/


 

 

 

 

 

Application Process 

 

To apply for this role, please: 

 

 Provide an up to date CV which shows your full career history, clearly explaining any breaks 

from employment. We suggest that this is no longer than 3 pages,  

 Write a supporting statement detailing why you are a good candidate for this post and how 

you fulfil the Person Specification (no more than 2 pages),  

 Complete the Declaration Form that can be downloaded from our careers website  

 

You will need to return the above by email to recruitment@castlesandcoasts.co.uk no later than 

Sunday 1st September 2019.  

 

If you are called for an interview, you will be notified by email. Please provide us with your 

preferred email address for receipt of this information. You will be required to take part in an IT 

skills exercise to assess your IT competency. This will take place prior to your interview and 

remote from the offices of Castles & Coasts Housing Association, i.e. wherever you have 

access to the Internet.  

 

Unfortunately, we cannot reply to each applicant in person, therefore, if you have not heard 

from us on or before Friday 13th September 2019, your application has been unsuccessful on 

this occasion.  

 

Recruitment Timetable 

 

Prospective candidates must detail in their application if they are not available for interview on any of the 
interview dates above.  

 

 

 

 

 

Recruitment stage Date 

Adverts go live w/c 5th August 2019  

Closing date for applications Sunday 1st September 2019 

Shortlisting applications w/c 2nd September 2019 

Stage 1 Interviews (up to 1 hour) Tuesday 17th September 2019 

Stage 2 Interviews (full day) Wednesday 25th September 2019 

Appointment made w/c Monday 30th September 2019 

 Application Process & Timetable    

mailto:recruitment@castlesandcoasts.co.uk


 

 

 

   Head of Housing 

Based in Carlisle, Newcastle or Workington  

36.25 hours per week 

(Permanent) 

£60,520 + benefits package 

If you are looking for an exciting new role, we have a great opportunity to join the team at Castles & 

Coasts Housing Association (CCHA). As part of our business growth, and commitment to first class 

customer services, we have created a brand new role of Head of Housing. 

CCHA owns and manages more than 7,000 homes across the North of England in Cumbria, 

Northumberland, Tyne and Wear and North Lancashire.  As an Association we focus on the needs of the 

local communities we serve, tackling the housing crisis, improving services within our communities, and 

use our strength and efficiency to meet housing service needs. 

We are looking for an exceptional individual who is genuinely passionate about delivering high quality 

services to our customers.  

As Head of Housing (HOH) you will have a successful track record of leading and managing housing 

services at a senior level.   

The HOH will be responsible for providing leadership and direction to our Housing Team, namely the 

Lettings & Neighbourhoods, Leasehold and Sheltered & Supported Teams.  You will be responsible for 

ensuring that we have the most effective housing management processes in place to enable excellent 

performance that delivers results for our residents, the Association and our stakeholders. You will be 

dynamic and driven, with a determination to achieve excellent performance.  You will have experience of 

designing and delivering high performing housing management services which provide best value to 

residents.  

This role will form part of our Senior Leadership Team, you will act as a role model by embodying our 

values to shape our culture and guide your teams to achieve our strategic objectives. The successful 

candidate will have a thorough understanding of change management and continuous improvement. 

If you are looking to make a real difference, whilst working in one of the most beautiful parts of the 

country, then download the Recruitment Pack on our website www.castlesandcoasts.co.uk    

CVs and supporting statements must be emailed (stating the post title) to: 

recruitment@castlesandcoasts.co.uk   

Closing date for applications: Sunday 1st September 2019  

Interviews to be held: Tuesday 17th September 2019 (Stage 1) and Wednesday 25th September 

2019 (Stage 2) 

 

 Appendix 1 – Recruitment Advertisement   
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