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Your application 

 

Thank you very much for your interest in this post. On the following pages, you will find details of the role 
and the selection process to assist you in completing and tailoring your application. In order to apply you 
should submit: 

• An up-to-date CV which shows your full career history – we recommend that this is no longer than 
three pages;  

• A supporting statement explaining why you are interested in this role, detailing how you are a good 
candidate for this post and how you fulfil the person specification – we recommend that this is no 
longer than three pages;  

• The declaration form, noting that completion of the equalities section is not mandatory, this is 
requested for monitoring purposes in line with our commitment to equality and diversity; and 

• Indicate on the declaration form if you cannot attend any of the interview dates. 

Please note that applications can only be considered if all the documentation is complete. Please submit 
your completed application documents using the online form, which is accessible via our jobs page: 
https://www.campbelltickell.com/jobs/ 

Applications must be received by Friday 31st March 2023 (9am) 

Please ensure we receive your application in good time. If you do not see a confirmation message after 
submitting your application using the online form, please call us on 020 3434 0990.  

Do call me if you wish to have an informal discussion about the role and organisation, or if you have any 
other questions to help you decide whether to apply.  

 

Kind regards, 

Kelly Shaw  

 
Kelly Shaw          
Senior Associate Consultant 
07900 363 803       
      
   
  

https://www.campbelltickell.com/jobs/
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Welcome to Arches Housing 

We are delighted that you are considering applying for the Head of Housing position at Arches Housing and 
I hope this pack gives you a flavour of who we are and what we're about. 

Arches Housing was established in 1975 as a community based social landlord. Whilst still small compared 
with many national housing associations, Arches has steadily increased its stock of properties over the 
years and we now manage just over 1,300 homes in Sheffield, Rotherham, Chesterfield and North East 
Derbyshire.  Alongside ensuring that our customers are at the heart of everything we do our strategic 
priorities are to provide inclusive services and support in properties and neighbourhoods where people are 
proud to live, ensuring our homes are energy efficient, continuing to develop new high quality affordable 
homes and ensuring that we are a well governed and financial strong business.  We're all about keeping it 
simple, doing the right thing, and continuously improving to provide the best service for our customers. 

Whilst the housing sector has many challenges ahead, including enhancing the tenant voice, ensuring 
tenants live in good quality homes, addressing the challenges related to zero carbon and engaging in the 
Regulators approach to consumer regulation our business continues to demonstrate strength and agility.  
We have strong financial performance and we have exciting opportunities for development and growth.  

More recently the Executive Team have had a clear focus on modernising service delivery and looking 
ahead into the future to grow. As well as continuing to develop new properties we have recently completed 
our programme to ensure all of our homes meet ‘Arches Home Standard’, this is our enhanced property 
standard and this work concluded in March 2022. 

The Head of Housing Operations is a varied role and will be responsible for the operational delivery of our 
housing services to customers. The post holder will build on our strong operational performance whilst 
driving forward our tenant involvement and engagement agenda. The role involves collaborating with our 
local authority and community partners to deliver improved outcomes for our residents.  

This role lends itself to ambitious professionals who are maybe looking for their first Head of Service post 
or a more experienced professional who is looking to take the opportunity to operate in a flexible and agile 
culture.  

We are sure that, should you join us, you will get a great deal back from us and hope that we have 
encouraged you to read and find out more about this great opportunity to join the team at Arches. 

We look forward to receiving your application. 

Yours sincerely, 

 

 

John Hudson 
John Hudson 
Director of Operations 
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About Arches Housing  

Our history 
Arches Housing Limited was founded on 1st April 1975 by local people who were concerned with the 
physical decay of housing in the north and east of Sheffield. People remembered the days of slum 
clearance and by the early 1970’s considered that it had gone too far. The objectives for the association 
were formed to provide affordable decent homes for rent and the regeneration and revival of communities 
in the North and East of Sheffield. 

The 1974 Housing Act provided the impetus for funding housing associations with the introduction of 
Housing Association Grants (HAG). The government agency, the then Housing Corporation, provided both 
grants and loans with the support of local authorities to build or acquire housing for affordable rent. 

The association expanded to own and manage more than 500 homes by 1990 and today we own and 
manage more than 1,300 properties. In recent years we have also added low cost home ownership 
products to our portfolio. 

Arches initially employed three staff who were funded by the Manpower Services Commission job creation 
programme. At that time the organisation managed 16 tenancies. A collective/cooperative equal pay 
structure was in place from the association’s foundation until 2003 when, to improve efficiency, the board 
decided to introduce a traditional management structure with jobs being paid according to the market. 

In 2005 Arches became a recognised provider of housing services for Black and Minority Ethnic (BME) 
Communities. This was as a result of a majority of our existing and new tenants being from a diverse range 
of cultures and heritage. We are an active member of the BME National group of housing associations. 
Where possible, we use a new homes building design matrix which takes account of the needs of local 
communities. We also use specific new-build design standards including lifetime homes, secure by design 
certification, sustainability and the Homes England space standards. 

For many years the association was given grant funding to mitigate against the payment of corporation tax, 
but this was withdrawn and as a result this became a cost. In 2010 HM Revenue approved charitable status 
in consideration of our objective of providing affordable housing. 

We look forward to an independent future continuing to provide homes to meet Britain’s acute housing 
shortage. To do this we will use our resources, provide value for money and work in partnership with local 
authorities in our region to maximise development of homes, while investing to upgrade our existing 
homes and improve our services. 
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Our Mission, Vision and Values  

Here at Arches we do things differently. 

We're all about keeping it simple, doing the right thing, and continuously improving to provide the best 
service for our customers. 

Our values are a common language and behaviours that we all subscribe to. 

We think this is fundamental to how we do what we do, and how we work together to achieve great things. 
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Executive Team 

 
 

 
Paul Common - Chief Executive 
 

 
Paul joined Arches as Chief Executive in January 2018 and has a wide 
range of experience from over 30 years in the housing industry. 

Paul started his career at the Housing Corporation and has worked at a 
senior level for a variety of local, regional and national housing 
associations. Before joining Arches Paul had undertaken interim roles at 
a Midlands local authority and a housing association in the North East. 

Paul is a graduate and holds a Diploma in Management Studies and is an 
independent board trustee of Pickering and Ferens Homes. 

 
John Hudson - Director of Operations 
 

 
John joined Arches in January 2017 as Director of Operations and has 
responsibility for delivering high quality housing and property services to 
Arches customers.    

Prior to joining Arches, John worked for Your Housing Group and Harvest 
Housing Group in the North West where he most recently held the post 
of Director of Customer Transactions. In this role, he was responsible for 
income collection, customer services, rent setting and the Group’s 
Customer Experience change programme.  

John has a First Class Honours degree in Business and Management 
Studies from Manchester University and is an experienced, 
accomplished, results focussed regeneration and housing professional.  
He has a proven track record in change management, delivering 
regeneration within a public private partnership environment, improving 
services for customers and delivering surpluses.   John has a particular 
interest in digital services and how this approach can be embraced to 
deliver high quality services to customers to increase their satisfaction 
and provide value for money.  

In his spare time John enjoys spending time with his family, walking and 
live music. 
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Structure chart 
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Role profile 

Responsible to: Director of Operations 

Responsible for:      

- New Homes Officer 

- Housing Officers 

- Income Maximisation Officers 

- Customer Service Advisors 

- Financial Inclusion Caseworker 

- Customer Engagement and Communications Officer 

Purpose of job: 

The Head of Housing Operations will work as part of the Operations Directorate Leadership Team to 
successfully implement organisational strategies and ensure a high level of customer focussed 
performance across the organisation.  

The overall purpose of the Head of Housing Operations is to lead on all aspects of housing management, 
including the implementation and delivery of an effective, value for money and customer focussed 
housing management service, ensuring all health and safety legislation, guidance and regulatory 
requirements are adhered to at all times.   

The post holder will be responsible for all areas of housing management, including tenancy 
management, supported housing management, empty homes management (customer side), anti-social 
behaviour, income maximisation, asset compliance, customer services and engagement, and wider 
neighbourhood management.  

The post holder will play a vital role in the risk management of Arches approach to Housing Management 
and Income Maximisation, working diligently with the Operations Director to identify and mitigate risks 
to the business. 

Principal duties: 

1. To carry out people management functions within the department, including recruitment, 
employee development, performance development, managing conduct, welfare and health and 
safety  

2. Hold staff accountable, addressing performance issues, providing guidance and support as well 
as challenge and constructive criticism 

3. To carry out staff appraisals and regular one to one meetings  

4. Play an active part in the overall management of Arches, contributing to the strategic direction of 
the organisation, its business planning processes and achievement of long-term strategic 
priorities 
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Principal duties continued: 

5. To support the Executive Leadership Team in establishing a culture of performance; value for 
money; continuous improvement throughout the organisation; as well as high customer 
satisfaction 

6. Ensure that all housing and customer related risks are understood and mitigated in line with the 
Arches Risk Management Policy 

7. Develop a long-term approach that ensures that the skills, knowledge and experience required to 
deliver the housing management service are in place and maintained 

8. Ensure the association’s housing management policies, procedures, systems and codes of 
practice are upheld, including those relating to Health and Safety 

9. Ensure a performance management framework is in place for Housing Management to monitor 
the effective delivery of the service to the required standard and within budgetary targets 

10. Contribute to the development and leadership of a customer focused culture within Arches, 
including investigating customer complaints and applying the learning to inform continuous 
improvement of services  

11. Continually review and develop delivery of the Housing Management service including supported 
housing, setting out long term plans for improvement 

12. Continually monitor the effectiveness of the performance of the Housing Management service 
against relevant benchmarks, ensuring that there is organisational learning from both inside and 
outside of the social housing sector 

13. To undertake contract management of the associations grounds maintenance and communal 
cleaning contracts 

14. To develop and promote meaningful customer engagement mechanisms in line with the 
Customer Engagement Strategy  

15. Develop effective working relationships with stakeholders throughout the organisation 

16. Develop a network of external contacts and relationships to support the development of the 
Housing Management service and to keep up to date with external changes 

17. Lead the budget setting, and direct management, of all housing management related budgets 
(including service charge budgets) and authorised spend in line with financial regulations, whilst 
maintaining cost effectiveness 

18. Ensure that a commercial approach is embedded within the approach to housing management, 
ensuring that long term value for money decisions are taken over short term savings 

19. Ensure there are robust systems in place to ensure the safeguarding of children and vulnerable 
adults is in place, including undertaking the role of safeguarding lead 

20. Deliver compliance with internal and external standards, legislation and regulatory requirements 

21. Ensure that systems are in place to deliver a robust approach to customer data for all Arches 
customers  

22. To implement any other association policies as required as part of the role 
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Person specification  

The following person specification lists the essential identifiable knowledge, skills and experience 
required to do the job. This list will be used to set the criteria for the selection of shortlisted candidates 
and the final appointment. 

Education/Qualifications: 

- Degree or equivalent qualification (Desirable) 

Experience: 

- Experience of working within a housing management service at a senior level 

- Experience of delivering high quality housing management services at a senior level 

Core Competencies (knowledge/skills/behaviour): 

- Thorough knowledge of the legislative and regulatory frameworks governing the housing 
management and customer focussed areas of the housing sector 

- Good interpersonal and communication skills with the ability to build and maintain effective 
working relationships both internally and externally through establishing rapport and credibility 

- Good analytical and problem solving skills with the ability to effectively evaluate complex 
information, make accurate judgments, identify the appropriate course of action and make timely 
and clear decisions that may involve tough choices or considered risks 

- Decision making reflects a good understanding of cultural issues and perspectives gained 
through consultation with others 

- Encourages an environment of innovation in their business area and develops creative solutions, 
which add value 

- Good team working skills with the ability to work effectively as part of a team coupled with the 
ability to work on one’s own to achieve results 

- Ensures work processes and projects are well targeted, managed and evaluated to deliver aims 
of the team 

- Understanding of, and commitment to, equality & diversity in the workplace 

- A strong and demonstrable commitment to own continued professional/personal development, 
sustaining an awareness of current developments in the Housing sector 

Other Requirements: 

- Full driving licence with vehicle available for business use 

- Able and willing to work flexible hours to attend evening or weekend meetings 

 

This job description and person specification reflects the present requirements of the post.  As duties 
and responsibilities change and develop the job description will be reviewed and be subject to 

amendment in consultation with the Line Manager, the post holder and Human Resources. 
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Supplementary Information 

 

Corporate Plan 
 
Asset Management Strategy 
 
Resident Engagement Strategy 
 
Growth Strategy 
 
Performance 
 
Our Board 
 
Further publications 
 
 
Further details can be view at https://www.archeshousing.org.uk/ 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

https://www.archeshousing.org.uk/media/1901/arches-corporate-plan-2021-26.pdf
https://www.archeshousing.org.uk/media/1141/asset-managment-strategy.pdf
https://www.archeshousing.org.uk/media/1990/resident-engagement-strategy-2022-2025.pdf
https://www.archeshousing.org.uk/media/1990/resident-engagement-strategy-2022-2025.pdf
https://www.archeshousing.org.uk/media/1569/growth-strategy.pdf
https://www.archeshousing.org.uk/about/performance/
https://www.archeshousing.org.uk/about/who-we-are/our-people/our-board/
https://www.archeshousing.org.uk/about/publications/
https://www.archeshousing.org.uk/
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Key terms and conditions  

The role 

Head of Housing Operations 

Salary 

Circa £55k 

Location and hours  

The post is based at 122 Burngreave Road, Sheffield, however, the post holder may, in fulfilling their duties, 
be required to travel throughout the Sheffield City Region.  There may also be a requirement to travel on 
a wider basis to attend training seminars and other events. 

35-hour flexi-time working week 

Annual leave 

28 days annual leave (increasing to 33 days), plus bank holidays and a discretionary day usually used during 
the Christmas office closure 

Pension 

Generous 9% employer contribution to your pension (choice of employee and non-employee contribution 
schemes available) 

Parking 

Free (limited) off-street, and residential on-street parking available 

Medical 

Westfield membership - so you can claim back the cost of some common medical expenses (optical and 
dental and more), including Employee Assistance – a free and confidential support service for telephone 
or face to face counselling, practical support and health advice 

Additional benefits 

- Company/enhanced maternity/paternity/shared parental leave pay 

- Car supplement of £250 per year, paid pro-rata each month 

- Recently refurbished and open-plan spaces to work and collaborate with colleagues, and to take 
breaks and recharge 

- Free hot drinks 

- A friendly and sociable environment! 
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Key dates and the selection  

Closing date 

Friday 31st March 2023 

The client meeting to agree longlisted candidates will take place week commencing 3rd April 2023. All 
applicants will be informed of the outcome by Tuesday 11th April.  All unsuccessful candidates will be 
offered feedback by Campbell Tickell. 

First interviews 

Tuesday 18th April 2023 

Longlisted candidates will be interviewed virtually using MS Teams with a Campbell Tickell panel.  
Candidates will also have the opportunity to have a virtual conversation with John Hudson – Director of 
Operations. 

Remote testing 

w/c 24th April 2023 

Shortlisted candidates may be asked to complete an on-line psychometric test to explore leadership 
style and to complete a remote written exercise in advance of the final interview. 

Networking sessions 

Tuesday 25th April 2023 

As part of the recruitment process there will be an opportunity for shortlisted candidates to have a virtual 
conversation with the other Service Heads. 

Final interviews 

Thursday 4th May 2023 

Final interviews will include a Arches Housing and Campbell Tickell panel; 

- Paul Common – Chief Executive – Arches Housing 

- John Hudson – Director of Operations – Arches Housing 

- Kelly Shaw - Senior Associate Consultant – Campbell Tickell 

Interviews will take place face to face at Arches Housing, 122 Burngreave Road, Sheffield, S3 9DE 

https://www.archeshousing.org.uk/about/who-we-are/our-people/our-executive-team/
https://www.archeshousing.org.uk/about/who-we-are/our-people/our-executive-team/
https://www.campbelltickell.com/staff/kelly-shaw-sp-19212/


Arches Housing are a community 
based social landlord providing 
over 1,300 affordable homes in 
Sheffield, Rotherham, Chesterfield 
and North East Derbyshire. 

As a highly recognised provider 
in the region, we are a progressive 
organisation and operate in 
diverse and vibrant areas with 
strong ambitions to continue our 
organic growth.

As our new Head of Housing 
Operations, you will be solutions 
focussed and play a large part in 
the organisation’s journey to 
continue to deliver modern services 
for the future. You will have the 
opportunity to influence, but you 

will also be expected to bring 
meaningful and well-informed 
debate with the ability to 
seamlessly move from 
operational to strategic.

Reporting directly to the Director 
of Operations the role will focus 
on all housing operations with 
an emphasis of the customer 
being at its heart.

The role offers the opportunity 
to work within an agile culture, 
aptitude and attitude will come
in equal measures, as will your 
commitment to the organisation’s 
values and ambition.

With a diverse customer base, 
we are passionate about 

embracing and promoting 
equality and diversity and keen 
to reflect this within the role. 

If you want to help shape and 
support our ongoing success, 
then please contact Kelly Shaw 
at Campbell Tickell on 
kelly.shaw@campbelltickell.com 
to arrange an informal discussion 
about the role.  

You can download a recruitment 
pack and submit your application 
at www.campbelltickell.com/jobs 

Closing date: Friday 31st March 
2023 (9am)

Head of Housing 
Operations Yorkshire Region|c.£55K
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Telephone 020 8830 6777 
Recruitment 020 3434 0990 

 
info@campbelltickell.com  
www.campbelltickell.com  
@CampbellTickel1  

mailto:info@campbelltickell.com
http://www.campbelltickell.com/

