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January 2010 
 
 
Dear Applicant, 
 
Phoenix Community Housing – Head of Housing Recruit ment 
 
 
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 Phoenix@campbelltickell.com or by post to: 
 
Campbell Tickell Recruitment 
Olympic Office Centre 
8 Fulton Road 
Wembley 
HA9 0NU 

 
Applications must be received by Friday 5 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 Phoenix@campbelltickell.com or call 0208 830 6777 to ensure it has 
arrived. 
 
Should you be long listed for interview, the first interviews will be held on Tuesday 2 
March 2010. This will include preparing and giving an ‘unseen’ presentation and an 
interview with David Westworth (Director of Customer Services), Pria Rai (Head of 
HR) and me. 
 
Following this process, successful candidates will be asked to complete 
psychometric testing online and will be invited back to the second stage on Tuesday 
9 March 2010. This will involve a ‘seen’ presentation and formal interview. 
 
Phoenix is currently undergoing a restructure and as such the proposed 
departmental structure will only be made available to candidates who reach interview 
stage. 
 
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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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: 

�  Employee Benefits and Well Being  

 

  

Further information on Phoenix Community Housing can be found at 
www.phoenixch.org.uk  
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Dear Applicant, 
 
I am delighted to be recruiting to the new and key position of Head of Housing in the 
Customer Services Directorate at Phoenix Community Housing.     
 
Our Head of Housing will play a leading role in implementing a departmental 
restructure and developing a new culture that is focused on residents and puts our 
customers at the heart of everything we do.  We are looking for a motivational 
manager and team leader who will have high standards and expectations of him/her 
self as well as those they manage.  
 
This is an excellent opportunity for an enthusiastic and energetic housing 
professional to join Phoenix and directly influence and support the building of a high 
performing team delivering an excellent customer centred housing service. 
 
I look forward to receiving your application. 
 
 
David Westworth 
Director of Customer Services 
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About Phoenix 

 
 
 

Phoenix Community Housing is a not-for-profit resident-led 

Housing Association in the Bellingham, Whitefoot and Downham 

area of Lewisham, London. 6,368 properties were transferred 

from Lewisham Council in a large-scale voluntary transfer on 3rd 

December 2007 following a positive ballot of all tenants. It is a 

new organisation, developed for this area, and has no connection 

with any other Housing Association. 

 
 
Phoenix is the first Housing Association in 

London to use the Community Gateway 

approach, which empowers tenants and 

leaseholders to take a central part in decision-

making and to become shareholding members. 

Tenants and leaseholders elected by residents 

are the largest group on the management 

board, and also have powers to take local decisions through a structure of 

neighbourhood and special interest panels. 

 
 

Phoenix aims for residents to take a lead in the 

area. We will support local community initiatives 

to improve the environment and quality of life for 

all residents. Everyone is included: young, old, 

able-bodied or disabled, in work or not, carers 

and those studying or looking for training or 

employment, homeowners, tenants and 

leaseholders, and speakers of all languages. 
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SENIOR MANAGER  

JOB DESCRIPTION & PERSON SPECIFICATION 
 
 

Job Role:   Head of Housing  

Team:   Housing Management Team / Customer Services   

Reporting Line: Team Leaders (x 3) 

Financial Scope:  Management of budgets; maximisation of rental income; 
minimisation of compensation / penalty payments 

 
 
 

�  What is the purpose of my job? 

As Head of Housing, I will lead a Housing Team which provides a seamless, high 
quality housing and estate management service, delivers excellent customer service, 
meets performance targets and continually strives to improve the work of Phoenix 
Community Housing Association. 

 
 

In my job I will: 

·  Instil a culture of excellent customer service and performance within my 
teams. 

·  Build excellent long term relationships with residents, ensuring a resident-
focused service culture which is accountable to Area Panels. 

·  Ensure all housing management, estate management and customer service 
targets are met. 

·  Support each member of my team in resolving management, performance 
and disciplinary issues within their teams. 

·  Maintain effective relationships with partner RSLs, agencies and LB 
Lewisham. 

·  Develop Phoenix's customer profiling and knowledge base to direct our 
services better. 

·  Play a key role in developing anti-poverty and financial inclusion strategies 
within Phoenix. 

·  Ensure Phoenix has effective housing and estate management policies, 
procedures and systems and keeps up to date with good practice. 

·  Work closely with other teams and directorates across Phoenix, especially the 
Resident Contact Centre and Community Development and Regeneration 
Team, to ensure the delivery of a seamless service. 

·  Deputise for the Director of Customer Services as required. 

·  Lead cross functional service reviews. 
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·  Use resources efficiently and effectively by setting and managing budgets. 

·  Ensure that key performance measures provide the necessary focus on 
quality in service delivery, cost effectiveness, value for money, employee 
performance and risk reduction. 

·  Ensure compliance with all external regulatory standards, quality systems and 
statutory regulations. 

·  At all times behave professionally and in accordance with Phoenix's Code of 
Conduct. 

·  Be familiar with and act at all times in compliance with Phoenix’s values, 
policies, procedures, standing orders and financial regulations. 

·  Carry out other duties within the scope and spirit of the job, and in accordance 
with the level of the post, as required. 
 
 

�  What is the context of my job? 

Phoenix Community Housing is leading the way as London’s first Community 
Gateway Housing Association. The Community Gateway approach ensures that 
residents participate fully in leading the organisation towards true community 
development. At Phoenix residents participate at the local and the board level to 
guarantee effective management and a high quality customer service ethos.  
 
The Customer Services Directorate delivers the majority of the Association’s 
Housing Services. The Housing Team consists of three housing Area Teams, the 
Caretaking Team and Environmental Team.  The Area Teams deliver a high quality 
housing management service to tenants in a range of tenures for all aspects of their 
tenancy.  The Caretaking and Environmental teams ensure that estates and 
communal areas are kept safe, clean and pleasant. All teams liaise closely with their 
local Area Panels to provide them with information and address their concerns 
 
 
�  My Health and Safety Obligations 

In my role I have a duty of care under the Health and Safety at Work Act.  This 
means I will be familiar with the relevant legislation and will work in a safe way.  As a 
manager, I will take responsibility for my own safety as well as my team’s safety and 
work in collaboration with the Health and Safety Officer to minimise any potential 
risks. 
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�  Facts and figures 
 
 
 
 
 
 

 

 

 
 

Attachments  

·  EMT Structure Chart 

·  How I Will I Know I Am Performing? 
 
 
This job description is not exhaustive and will be reviewed from time to time in 
consultation with my manager. 
 
 

Spot salary: c.£60K  

Level:  Head of Service (Senior Manager) 

Budget responsibility:   

Reporting to: Director of Customer Services 

Location: Bromley 

CRB check required: No 

 Use of VDUs: Frequent 
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PERSON SPECIFICATION 
 

Section Criteria 

Experience, 
Knowledge, 
Understanding  

Experience of working with residents to develop effective 
landlord services which drive up customer satisfaction  

At least 3 years experience of leading large numbers of staff 
and developing a high performing team, including effectively 
managing poor performance, absence and conduct issues 

Experience of handling budgets, monitoring and controlling 
spend and effectively managing business risk 

A high level of knowledge and understanding of the housing 
agenda 

A working knowledge of housing management law, policy and 
practice 

An understanding of community development practices and 
approaches 

Education & 
Qualifications 

Degree level or equivalent and /or an appropriate management 
qualification 

CIOH desirable 

Skills Exceptional customer care skills 

The ability to motivate and lead a staff team 

Strong organisational, planning and project management skills 

Exceptional negotiation and persuasion skills in a wide range of 
settings – both external stakeholders and internal colleagues 

Confident and articulate with groups and individuals. 

The ability to represent the organisation externally at a high 
level with key stakeholders such as local authorities and 
partner agencies  

The ability to lead cross functional service reviews 

The ability to write clearly and effectively, and deliver complex 
information to a wide range of audiences 

Good analytical skills and the ability to handle numerical 
information 

The ability to use IT packages and management information 
systems  

Equality and 
Diversity  

Demonstrate commitment to equality of opportunity in 
employment and service provision. 
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Section Criteria 

Phoenix 
Standards 

Demonstrate commitment to the Phoenix Standards: 

1. Putting Customers First- being able to prioritise customers’ 
needs above our own. 

2. Partnership and Team Working- being able to work and 
collaborate well with others. 

3. Respectful and Honest Communication- being able to 
communicate in an effective and adaptive manner. 

4. Taking Responsibility and Striving for the Best – being able 
to contribute to a proactive environment by taking initiative 
and problem solving. 

5. Learning continuously and Supporting Change – being 
able to learn and support new ideas in a positive manner.   

6. Valuing Diversity – being able to be inclusive and 
respectful of all people. 

7. Developing Others- being able to support others to achieve 
their best.    

8. Innovative Leadership –being able to lead and enhance 
progressive and positive change in a passionate and 
motivational manner. 

 
*If you are a disabled person, but are unable to meet some of the job 
requirements specifically because of your disability, please address this in your 
application.  If you meet all the other criteria you will be shortlisted and we will 
explore jointly with you if there are ways in which the job can be changed to 
enable you to meet requirements.   
 
 
How will I know I am performing?  

I will plan and agree my work objectives and performance targets each year with my 
line manager. Progress towards these will be discussed at regular meetings and I 
will receive a formal performance review once a year. I will receive regular support 
and guidance from my manager and I will lead on achieving my learning and 
development goals as agreed with my manager. 
 
 
To demonstrate the Phoenix Standards as a Head of S ervice, I understand 
that:  

·  Meeting our customers’ needs is at the heart of everything we do. 

·  We value, support and respect all our colleagues and stakeholders.  We 
work together as a team to deliver our goals. 
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·  We communicate clearly and honestly with customers, colleagues and 
stakeholders.  We listen to their views and tailor our message to meet their 
needs. 

·  We set high personal standards and strive to achieve our goals.  We act to 
ensure that we deliver what we have promised to the best of our ability.  
Every person takes responsibility for making this happen.   

·  We look for new ideas to improve the service we deliver and welcome 
changes to make it happen. 

·  We are inclusive and respectful of people of all backgrounds 

·  We manage and develop our people to ensure they have the skills and 
motivation to achieve their best. 

·  We develop and communicate a clear vision of what we will deliver. We 
role model Phoenix values and behaviours. 
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Current EMT Structure  
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PRINCIPAL TERMS AND CONDITIONS  

 (For information purposes only) 
 
 
1. Position 
 
 Head of Housing 
 
 
2. Place of work 
 
 15 London Road 
 Bromley 
 BR1 
 
 
3. Salary 
 
 Circa £60,000 per annum 
 
 
4. Working Hours 
  
 Normal hours of work are 37 hours per week based around the normal 

business working week. However, due to the nature/seniority of this post, 
there is a requirement for flexibility in meeting the full responsibilities of the 
post.   

 
 
5. Benefits  
 
 For details of benefits please refer to Employee Benefits and Well Being. 
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KEY DATES 

 
 

·  Closing date for completed   Friday 5 February 2010,  
applications      12 noon 
 

·  Long listing exercise   Thursday 11 February 2010 
 

·  First interviews    Tuesday 2 March 2010 
 

·  Final interviews    Tuesday 9 March 2010 
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PRESS ADVERT 
 
 

 


