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January 2010 
 
 
Dear Applicant, 
 
Merlin Housing Society – Operations Director Recrui tment 
 
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 Merlin@campbelltickell.com or by post to: 
 
Campbell Tickell Recruitment 
Olympic Office Centre 
8 Fulton Road 
Wembley 
HA9 0NU 

 
Applications must be received by Monday 1 February 2010 at 12 noon. 
 
 

Continued…/ 
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/…continued 
 

 
If you do not receive confirmation of receipt of your application within 24 hours, 
please e-mail Merlin@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 Friday 12 
February 2010. This will include preparing and giving an ‘unseen’ presentation and 
an interview with the Chief Executive and me. 
 
Following this process, successful candidates will be asked to complete 
psychometric testing online and will be invited back to the second stage.  This will 
include: 
 

·  Attending a Board Member event on the evening of Thursday 18 February 
2010 

·  Giving a ‘seen’ presentation to the selection panel before your interview 
·  A formal interview on Friday 19 February 2010. 

 
 
If you have any questions, please feel free to contact me on 07980 822 515 or 
sue.goodrich@campbelltickell.com. 
  
We look forward to hearing from you. 
 
Yours sincerely, 
 
 
 
Sue Goodrich 
Senior Associate HR Consultant 
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Equal opportunities monitoring and compliance forms  

- attached separately to download from www.campbelltickell.com 

 

  

The following supplementary information can also be downloaded from 
www.campbelltickell.com: 

�  Merlin Housing Society Business Plan 2009 - 2012 

 

 

  

Further information on Merlin Housing Society can be found at  

www.merlinhs.co.uk 

 

 
 
 
 
 
 



 

Merlin Housing Society Limited is an Industrial and Provident Society registered with the Financial Services Authority, registration 30012R. 

 

 

Building 2  |  Riverside Court  |  Bowling Hill  |  Chipping Sodbury  |  
Bristol  |  BS376JT 

General enquiries: 01454 865572  |  DX: 47265 Yate   

www.merlinhs.co.uk 

 
 

 
 

Date: 

Enquiries to: 

Tel: 

email: 

January 2010 

Ian Matthews 

014 5482 1094 

Ian.matthews@merlinhs.co.uk 

Dear Applicant,  
 
I am delighted that you are interested in applying for the post of Director of 
Operations.   
 
This is a new position, created to deliver significant change in our organisation, and 
we are keen to attract a high calibre candidate to ensure that we meet our key 
business objectives (as set out in the business plan provided in your pack). 
 
Following the transfer of almost 8000 homes and over 200 staff from South 
Gloucestershire Council in February 2007, Merlin faced significant challenges 
including the need to review and reshape the housing management service to 
implement more modern and customer-focussed delivery methods and also to 
restructure the supported housing service to move away from residential staff to a 
hub and spoke model.  We also needed to review our DLO and we are currently in 
the process of moving to a client/contractor model.  Although we have carried out 
major reviews and implemented significant changes, there still remains a substantial 
amount to do.   This was identified in our Audit Commission Inspection, in June 
2008, which resulted in a judgement that Merlin provides a poor service with 
uncertain prospects for improvement.  
 
As a result of this disappointing outcome we have produced an Inspection 
Improvement Plan to ensure that we implement the Audit Commissions 
recommendations and achieve the service improvements our customers need and 
deserve.  We will be re-inspected, probably in early 2011, and this new role will be 
key in helping us implement the improvements needed to secure a successful 
inspection outcome. 
  
Although we face significant challenges, there are a lot of things that we are proud 
of: 
 

·  We have delivered a significant programme of improvements to residents’ 
homes and reduced the level of stock that doesn’t meet the Decent Homes 
Standard from 38% to 5%, with plans to achieve Decent Homes Standards to 
all homes by the end of 2010.  

 



 

Merlin Housing Society Limited is an Industrial and Provident Society registered with the Financial Services Authority, registration 30012R. 

 

·  We have delivered on the majority of the Promises made to residents at 
Transfer.  

 
·  The results of our STATUS survey of residents in October 2009 showed that 

across all benchmarked questions we achieved above average levels of 
resident satisfaction with us and our services.   

 
·  We are financially strong, having fixed much of the £50m we have drawn 

down against a £100m funding facility provided by Lloyds TSB.  
 
We have created the Director of Operations role because the retirement of our 
Investment Director and the resignation of our Housing and Support Director (due to 
his family being unable to relocate from East Anglia), coincided with a recognition 
that the current split between housing and property services was causing 
inefficiencies and not serving our customers effectively.   The new role will bring 
these functions together and was identified as a key change in our inspection 
improvement plan.   
  
Over the next year or so, our emphasis is on driving change and delivering the 
improvements around our existing services.  However, we are an ambitious 
organisation and in the next few years we want to start developing and increasing 
the services we provide in our communities.   Consequently, we are looking for 
someone with the drive, energy and enthusiasm to take on the challenges we face 
and to lead and motivate a team to develop and deliver first class services to our 
residents.  
 

If you are that person you will be joining an experienced, skilled and enthusiastic 
Board and Executive committed to achieving results and making a real difference.   
 
I would be happy to tell you more, so please feel free to contact me after 18th 

January on 01454 821094, or email: Ian.Matthews@merlinhs.co.uk. 
 
I look forward to hearing from you. 
 
Yours sincerely, 
 

 
 
Ian Matthews  
Chief Executive 
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ROLE PROFILE 
 
JOB TITLE:  Director of Operations 
 
RESPONSIBLE TO:  Chief Executive 
 
RESPONSIBLE FOR:  the Housing, Support and Investment Functions 
 
 
JOB PURPOSE 
 
To be responsible for the delivery of a first class service in all areas of housing and 
related services in Merlin Housing Society including housing management, support 
services, property services, community investment and development. 
 
 
RESPONSIBILITIES 
 

·  Ensure that effective housing management services are provided to residents 
including housing and estate management, resident involvement and anti-
social behaviour management. 

·  Ensure the delivery and growth of high quality support services to residents 
and others who live in our communities. 

·  Ensure the delivery of high quality property repairs and major works. 
·  Manage all activities carried out by Merlin Works, the DLO for Merlin Housing 

Society. 
·  Develop and implement social and economic strategies to improve the life of 

residents. 
·  Define and implement development strategies in association with partners. 
·  Participate in the corporate leadership of the organisation. 

 
 
ACCOUNTABILITIES 
 

·  Ensure that appropriate strategies are in place which link to the organisation’s 
strategic goals. 

·  Implement the strategic plans and budgets for the Operations Directorate that 
reflect the objectives and priorities of the Board. 

·  Develop key criteria for the measurement of service performance 
·  Achieve stated/agreed targets and standards for performance, quality, culture 

and legislative compliance. 
·  Develop a culture that supports the organisation’s operations. 
·  Lead and motivate all staff within the directorate to deliver an effective, 

innovative and quality service to customers.  
·  Work co-operatively with residents, staff and other stakeholders and consult 

with all relevant stakeholders and specifically tenants regarding the provision 
of services. 

·  Deal effectively with complaints 
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·  Manage budgets and take remedial action where necessary to ensure 
delivery within budget. 

·  Ensure compliance with Standing Orders, Financial Regulations, Statutory, 
Health and Safety and other related regulations including compliance of all 
contracts. 

·  Contribute to the Executive Team as per its terms of reference.  
·  Ensure the organisation’s Diversity and Equal Opportunities policies are 

implemented in respect of both employment and service delivery. 
·  Ensure the organisation's Value for Money strategy is implemented seeking 

efficiencies through improved working practices and challenging supply 
chains. 

·  Ensure responsibilities in respect of Health and Safety legislation are fulfilled. 
 
Miscellaneous  
·  To carry out any other duties as directed by the Chief Executive in furtherance 

of the organisation and individual objectives and policies. 
 
 
SKILLS/KNOWLEDGE/EXPERIENCE 
 
• Degree or equivalent professional management, housing or property-related 

qualification 
• Substantial experience of managing a customer focused housing and property 

service at a senior level 
• Sound experience of supported housing management and funding 
• An understanding of the development process and its interactions with housing 

management and property services 
• Experience of reporting to and developing strategies for Boards/Committees 
• Strong project management skills 
• Flexible approach to work 
• Sound commercial awareness, financial acumen and experience of managing 

budgets 
• Strong, experienced relationship builder and leader 
• Proven leadership skills, with experience of managing staff through cultural 

change 
• Experience of planning and implementing asset management programmes 
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PERSONAL ATTRIBUTES/BEHAVIOURS 
 
Personal attributes/ behaviours which the role holder must possess to be successful 
in the role. 
 

 
 
 

Ethical Behaviour • Develops service provision with a real emphasis on ethical 
behaviour - champions ethical behaviour to all 

Customer Focus - 
Internal and External 

• Looks for ways to exceed customer expectations and 
invites feedback 

Team Working • Actively encourages team work 

Planning, 
Organising and 
Achieving 

• Schedules workload daily for self and others to meet 
deadlines - plans and monitors progress 

Managing Projects 
and Processes 

• Delegates effectively 

 

Communication 

 

• Conveys complex information in a range of formats for a 
wide variety of audiences and stakeholders. 

Leadership 

 

• Proactively communicates the vision and values both 
inside and outside the organisation. Has high credibility 
and is able to get buy-in from others. 

• Consistently demonstrates drive and commitment. 
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EXECUTIVE TEAM STRUCTURE CHART 
 
 
 
 

Chief Executive 

Ian Matthews 

Operations Director Corporate Services 
Director 

Angela Parks 

Finance Director 

Sue O’Neill 

Operations Director 
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PRINCIPAL TERMS AND CONDITIONS  

 (For information purposes only) 
 

Remuneration 

Salary: circa £90,000  
 
Method of Payment 

Payment will be made monthly by bank transfer on the final working day of each 
month. 
 
Pay Policy 

Currently organisation-wide annual salary award in April each year, having regard to 
RPI the previous September.   However the Board have just agreed a pay and 
reward review which will be implemented in April 2011.  
 
Place of Work 

Will be Riverside, Bowling Hill, Chipping Sodbury, Bristol, BS37 6JT. 
 
Annual Leave 

Annual leave entitlement will be 30 days plus bank holidays. The annual leave year 
is based on your month of birth. 
 
Hours of Work  

You are required to work a minimum of 37 hours per week and are expected to work 
those hours necessary to fulfil the duties of your role, including attending ‘out of 
hours’ meetings.   
 
Pension  

You will be eligible to join the Local Government Pension Scheme - a final salary 
scheme. This is a contributory pension with employees’ contributions of 7.5% and an 
employer contribution 12.5 %. However the pay and reward review includes a review 
of pension provision so this may change from April 2011. 
 
Probation 

This post is subject to a probationary period of six months 
 
Period of Notice 

The period of notice you are required to give in the event of termination of 
employment is three months.    
 



Merlin Housing Society Recruitment of Operations Director 

 

 

January 2010    Page 12 of 14 

 

Sickness Absence and Sick Pay 

If you are absent from work due to illness you will be entitled to the following levels of 
occupational sick pay: 
 
During first 6 months  - Nil 
6months to 1 Year  - 2 months half pay 
During year 2  - 2 months full pay, 2 months half pay 
During year 3   - 4 months full pay, 4 months half pay 
During year 4   - 5 months full pay, 5 months half pay  
After 5 years    - 6 months full pay, 6 months half pay 
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KEY DATES 

 
 

·  Closing date for completed   Monday 1 February 2010,  
applications      12 noon 
 

·  Long listing exercise   Wednesday 3 February 2010 
 

·  First interviews    Friday 12 February 2010 
 

·  Board Member event   Thursday 18 February 2010 
 

·  Final stage     Friday 19 February 2010 
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PRESS ADVERT 
 
 

 


