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January 2010 
 
 
Dear Applicant, 
 
Aldwyck Housing Group – Executive Director - Housin g & Customer Services 
 
Thank you for your interest in this position. Enclosed is the information you will 
require to assist you in completing your application.  
 
To apply please can you: 
 

·  Provide an up-to-date CV which shows your full career history with any 
breaks explained – we recommend that this is no longer than three pages;  

·  Write a supporting statement detailing how you are a good candidate for 
this post and how you fulfil the person specification – we recommend that 
this should be a maximum of around three pages;  

·  Complete the compliance and equal opportunities forms; 

·  Indicate if you cannot attend any of the interview dates. 

 
Please note that applications can only be considere d if all the documentation 
is completed .  
 
However, it is not mandatory to complete the equal opportunities form. The 
information requested is purely for equal opportunities monitoring purposes in line 
with our commitment to equality and diversity, and will not affect the outcome of your 
application. 
 
Once complete, please send your application, preferably in MS Word format, by 
email to Aldwyck@campbelltickell.com or by post to: 
 
Campbell Tickell Recruitment 
Olympic Office Centre 
8 Fulton Road 
Wembley 
HA9 0NU 

 
Applications must be received by Friday 12 February  2010. 

 
 

Continued…// 
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//…continued 
 
 

If you do not receive confirmation of receipt of your application within 24 hours, 
please e-mail Aldwyck@campbelltickell.com or call 0208 830 6777 to ensure it has 
arrived. 
 
Should you be shortlisted for interview, the first interviews will be held on Tuesday 23 
February 2010 with Harj Singh (CE) and myself at Aldwyck’s Head Office in 
Houghton Regis. 
 
Following this process, successful candidates will be asked to complete 
psychometric testing online and will be invited back to a second stage interview, 
anticipated to be held on Thursday 4 March 2010, which will involve a formal 
presentation. 
 
If you have any questions, please feel free to contact me on 07801 57 99 64 or 
clare@campbelltickell.com.  
  
We look forward to hearing from you. 
 
Yours sincerely, 
 

 
 
Clare Roberts 
Senior Associate Consultant 
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January 2010 
 
 
Dear Colleague, 
 
Thank you for your interest in Aldwyck Housing Group. We are, as you will see from 
the welcome pack, a progressive, growing housing association working in the 
northern Home Counties.  Our stock extends from Cambridge to North London and 
from Buckinghamshire to Bedfordshire and we provide homes for families, elderly 
people and those with special needs. 
 
We have a clear vision of our future as an expanding housing provider, working 
closely with partners in both the public and private sector to meet extensive housing 
need in our area. We are committed to our customers and our neighbourhoods and 
wish to develop even more our work as a social housing provider. We wish to ensure 
that our services are consistently of a high quality fully meeting the needs of our 
customers. 
 
I am looking for an Executive Director - Housing & Customer Services who will work 
with our Executive team, and share our values and provide leadership to our staff 
teams, having a good commercial acumen to help the association to grow and have 
a determination to deliver ever better services to our customers. This is an 
opportunity to join an already successful body and develop it further.  
 
I wish you good luck with your application. 
 
Yours sincerely, 
 
 
 
Harj Singh 
Chief Executive 
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What We Do 
 
Aldwyck Housing Group is one of the leading providers of social housing in the 
northern Home Counties, offering homes in a 
variety of tenures including rented, leasehold and 
part owned and owner occupied, sheltered 
accommodation for the elderly, supported 
housing for a wide range of client groups and 
student accommodation. 
 
We currently own and manage over 9,500 
properties providing homes for over 20,000 
customers mainly in Bedfordshire, 
Buckinghamshire and Hertfordshire, as well as a developing presence in 
Northamptonshire, North London and Cambridgeshire. 
 
To facilitate our potential for growth and to increase the opportunities for our 
customers to be involved in the heart of our governance arrangements we are 
currently simplifying our group structure to allow the management of all General 
Needs and supported housing to be undertaken through two local housing 
associations on behalf of the Group.  These local Housing Associations are Aldwyck 
East and Aldwyck West and they will manage our stock and deliver the locally-
focused high quality services that our customers deserve. The repositioning will also 
improve Aldwyck’s efficiencies as an organisation and make us a more flexible and 
attractive partner for our stakeholders. 
 

All our commercial property transactions including home 
ownership options, market rentals and outright sale will be 
undertaken through Lea Valley Developments.  We also have 
a joint venture partnership with Connaught Partnerships Ltd, 
providing our repairs service and our planned maintenance 
programmes through Connect Property Services 
 
Aldwyck remains a key partner for the Homes and 
Communities Agency. We act as the lead partner in the Arc 
Partnership, providing development services for Luminus 
Group, Luton Community Housing, North Herts Homes and 
Welwyn Garden City Housing Association.  
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Our Mission 
 
To be recognised as providing choice, great customer service and places where 
people want to live. 
 
 
Our Aims 
 

·  To be a leading performer in all we do.  

·  To provide great customer service and choice. 

·  To provide services to a wider customer base. 

·  To develop staff and processes. 
 
 
Our Values 
 
Pro-activity  We do not rest on our laurels but plan ahead and seek solutions even 

before problems arise, not waiting for issues to hit us. In doing this we 
seek to put ourselves in our customers’ shoes. 

Innovation   We look for innovative solutions to the provision of services and the 
way we work. We take full advantage of technological developments in 
this respect. 

Respect   We respect our customers, partners and stakeholders and each other 
and in turn expect to be respected as a well-performing organisation. 
Central to our way of working is a commitment to equality and diversity. 

Expert   We have well trained staff and up-to-date policies and procedures 
which enable us to deliver innovative services in a flexible manner. 
This leads to us being acknowledged as a leading performer and 
provider of good quality services. 

 
 
Who Does Aldwyck Help & What Homes & Services Can B e Offered? 
 

Aldwyck endeavours to help a wide range of people who 
are homeless or living in unsatisfactory conditions.  The 
majority of homes provided are for rent.  There are 
schemes for the general family, the elderly, single people 
and one-parent families.   
 
Aldwyck also provides specialist schemes with additional 
support for the very frail elderly, the recovering mentally 
ill, profoundly deaf and young people coming out of care.  

Help is also offered by providing low-cost housing for shared ownership sale to 
people who wish to own their own homes but cannot afford to buy outright.  We also 
have a number of retirement schemes, and we provide grants and assistance for 
Key workers (teachers, NHS staff, etc) 
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What Staff Are Employed? 
 
The Chief Executive leads a caring and professional staff experienced in Housing 
Management, Development, Supported Housing and Centralised Service areas.  
Aldwyck employs in excess of 500 staff, 200 of which are based at the Head Office 
in Houghton Regis.   
 
A considerable number of estate based staff are located at our schemes within the 
three counties, and we also have staff at our residential care homes, schemes and 
projects for people with varying special needs. 
 
 
How Does Aldwyck Support & Develop its Staff? 
 
Aldwyck is committed to the development of its people, supported 
by training & development policies and a Corporate Training Plan.   
 
Aldwyck offers internal and external staff training & development 
and is accredited to the Investors in People standard – a 
government benchmark which sets standards for staff training & 
development, communication and supervision. 
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JOB DESCRIPTION  
 

EXECUTIVE DIRECTOR - HOUSING & CUSTOMER SERVICES 
 

Responsible to: Group Chief Executive 
 
Location:  Aldwyck Head Office, Houghton Regis 
 
Salary Band: Grade 10 
 
 
Job Purpose 
 

·  Responsible to the Chief Executive for the delivery of a high quality customer 
focused, comprehensive housing services in accordance with the Group’s 
values, aims, policies and procedures to maximise our potential to be a high 
performing and customer focused organisation. 

·  Take the lead in formulating group-wide strategies and policies in respect of 
new housing, supported housing, care services and community involvement 
within our area of operation ensuring these strategies contribute to the 
delivery of Aldwyck’s corporate mission of providing choice, great customer 
service and places where people want to live.  

·  Provide high level advice and strategic guidance to the Board on matters of 
housing and customer services strategy and planning. Draw up and present 
performance reports, policy papers and other information to enable members 
to fulfil their responsibilities for the governance of the Group.  

·  Participate and contribute to the Executive Team over the strategic direction 
and management of the Group.  Support other senior colleagues and maintain 
good working relationships.  Promote a culture of delivery and continuous 
improvement and ensure that Key Performance Indicator targets are met. 

 
Key Responsibilities 
 

·  To manage our housing and customer services – which includes general 
needs housing, care services, housing for older people and young persons, 
supported housing, floating and visiting support services and community 
development and involvement, to maximise the overall development of all our 
housing and customer services. 

·  To lead, manage and develop the Housing teams to ensure effective 
performance, appropriate and trained resources to deliver an efficient and 
high quality customer focused service delivery to both internal and external 
customers. 

·  To ensure effective performance monitoring systems are operated to ensure 
compliance with statute, regulation, corporate objectives and best practice. 

·  To ensure that departmental procedures are regularly reviewed, updated and 
monitored to meet audit and regulatory requirements. 
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·  To keep abreast of changes in legislation, professional advice and good 
practice in Housing Associations and the wider housing, supported housing, 
and care sector to develop our housing and customer services. 

·  Maintain effective relationships with the Tenant Services Authority, Homes 
and Communities Agency, statutory and partner agencies, consultants, 
contractors, and the community. 

·  Provide regular reports to Executive and Board on performance levels 
throughout the department with particular reference to corporate and 
departmental targets. 

·  Lead and promote the development of our community involvement strategy, 
producing reports for customer panels and other forms of performance 
scrutiny mechanisms. 

·  Ensure that budgets are properly managed through involvement in the budget   
process and monitoring throughout the year. 

 
Corporate Responsibilities 
 

·  Play a key role in the overall management and development of the Aldwyck 
Group through active participation within the Executive and through support 
and guidance to the Group Boards and subsidiaries.  

·  Promote good practice governance across the Executive, Boards, subsidiaries 
and internal management groups. 

·  Play an active role in Service and Continuous Improvement Reviews to 
promote cost effectiveness and best use of available resources. 

·  Promote the Group’s vision both inside and outside of the Group and to 
develop and maintain positive relationships with key partners. 

·  Contribute to the Annual Business Plan and Corporate Strategy, including the 
research and implementation of policy initiatives relating to both the 
Directorate and the Group. 

·  Work closely with senior colleagues on cross cutting themes and develop and 
maintain good working relationships within the Aldwyck Group.  Use other 
parts of the Group as appropriate to develop and sustain the business and to 
work in conjunction with other Directors.  Promote a culture of continuous 
improvement and to ensure that key indicators are achieved. 

·  Support the Executive in the development of the roles of the senior and 
middle management groups within the organisation.   

·  Contribute to specific Group wide projects/Committees as requested. 

·  Promote good health and safety practice within Group policy. 

·  Promote diversity and equality in all areas of work. 

·  The above does not constitute an exhaustive list of duties.  The post holder 
may be required to perform any reasonable ad hoc tasks commensurate with 
the level of responsibility at the request of the Chief Executive. 
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PERSON SPECIFICATION 
 

EXECUTIVE DIRECTOR - HOUSING & CUSTOMER SERVICES 
 
Knowledge and Experience 
 
1. Educated to degree level or equivalent, or qualified through experience. 

2. Proven experience of providing housing and related services at a senior level. 

3. Extensive staff leadership and team motivation, empowering and inspiring 
others to deliver high quality services to their customers. 

4. Track record of delivery of customer focused service improvement and 
spotting opportunities for developing services and overall growth. 

5. Track record of working at a strategic level and making a significant 
contribution to the growth of a complex organisation 

6. Demonstrable strategic knowledge of national and regional housing policy, as 
well as operational aspects of housing. 

7. Evidence of managing high quality customer focused services. 

8. Experience of leading and effecting a positive organisational culture change. 

9. A high level awareness of diversity issues. 

10. Budgetary control experience 
 
 
Leadership, Skills and Abilities 
 
1. Ability to work at a strategic level as well as manage operational services and 

performance. 

2. Excellent communication skills with the ability to persuade and influence at all 
levels internally and externally. 

3. Highly effective staff management and leadership skills, acting as a respected 
role model.  

4. A customer focused approach with a drive for continuous improvement  

5. Ability to draw up, implement and review corporate and departmental 
business strategies.  

6. Ability to work effectively in partnership with colleagues, tenants and external 
partners. 

7. Computer literate with the ability to maximise ICT to achieve  efficiencies and 
effective working practices. 

8. A highly positive and objective management style, promoting respect, high 
performance, fairness and teamwork. 

9. Flexible approach to work – expected to attend some evening and weekend 
meetings/ conferences when required.  
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EXECUTIVE & SENIOR MANAGEMENT STRUCTURE 
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PRINCIPAL TERMS AND CONDITIONS  
 (For information purposes only) 

 
POSITION 

Executive Director - Housing & Customer Services 
 
 
BRIEF SUMMARY OF TOTAL REWARD PACKAGE 

·  Competitive salary of up to £85,000 p.a. plus a company car/car allowance of 
£3,600 p.a. The salary is reviewed annually based on personal performance  

·  25 days holiday, rising to 27 days after 2 years, 28 days after 3 years, 29 days 
after 4 years and 30 days after 5 yrs of service 

·  BUPA Membership for all 

·  Pension schemes – Final Salary 1/80th Scheme or a Defined Contribution 
Scheme (DC scheme commencing October 2010).  

·  Paid professional subscriptions 

·  Free car parking available on site 

·  Occupational Sick Pay Scheme 

·  Relocation package negotiable 

·  Staff Reward and Recognition Scheme - quarterly £75 gift voucher and yearly 
£300 gift voucher 

·  Enhanced Maternity, Paternity & Adoption leave 

·  Free Eye Care Vouchers 

·  Excellent Training & Development Opportunities                      

 
PLEASE NOTE: 
 

·  This document is subject to amendment by Aldwyck; 

·  Conditions will be calculated on a pro-rata basis f or part-time and 
temporary contracts; and 

·  This does not form an offer or contract of employme nt. 
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KEY DATES 
 
 

·  Closing date for completed   Friday 12 February 2010 
Applications 
 
 

·  Long listing exercise   Monday 15 February 2010 
 
 

·  First interviews    Tuesday 23 February 2010 
 
 

·  Online psychometric test   Wednesday 24 February 2010 
 
 

·  Final interviews    Thursday 4 March 2010  
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PRESS ADVERT 
 
 


