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THE ADVERT 

 

CUSTOMER SERVICES DIRECTOR / DEPUTY CHIEF EXECUTIVE 

Salary package of up to c£76,000 Inc. car allowance. 

37 ½ hours per week. Based in Leeds. A great place to work. 

 

Do you:  
 

• Have a passion for people and customers? 
 

• Enjoy working in a busy and forward-
thinking environment? 

 
• Get out of bed each day motivated and 

determined to make a positive difference? 
 

• Want a new and exciting challenge? 
 

 
 
 

YES
? 

Then this could be the perfect 
opportunity for you. 
 
We are looking for an exceptional 
individual to join our team and make a 
real difference now and into the future. 
This is a newly created role; it is unique, 
ambitious and reflects our passion to 
deliver a positive customer experience 
and make a positive impact locally. The 
person we appoint should be equally 
unique, ambitious and committed to 
ensuring LYHA is the best it can be. 

 

We are looking for a strong leader; someone who can inspire, engage and communicate effectively at 
all levels; someone who understands the importance and need for social and affordable housing and 
who shares our values and ambition. Our new Director needs to be driven by excellent performance 
and results and does not stand still but is always seeking ways to improve and build on successes. We 
are looking for someone who has preferably got experience working in or understands our sector; 
who has a proven track record of working at a senior level and is confident in their ability to work both 
strategically and operationally. 

At LYHA we develop and nurture talent and see this role as a potential opportunity for someone who 
wants to progress. It provides a unique combination of leading a Customer Services Directorate with 
the extra dimension of being the Deputy Chief Executive. This is an opportunity to gain wider 
experience; a chance to work with some great colleagues and be part of a team that has set some 
ambitious goals for the future. 

No two days will be the same. There will be lots of variety and challenge. This role is perfect for 
someone who loves to influence and shape change but is equally happy rolling their sleeves up to 
ensure we deliver. We work as One LYHA: a combination of great colleagues all committed to being 
the best we can be. 

If you are interested in being part of One LYHA – click here for more information and a job pack  

Closing Date   : 1st September 2017 @ 12noon 

1st interviews  : 7th September 2017 

Final interviews : 13th September 2017 

https://www.lyha.co.uk/customer-services-director-deputy-chief-executive
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YOUR APPLICATION 
Thank you for showing an interest in this 
exciting position within our organisation and a 
unique opportunity for the right person. 

On the following pages, you will find more 
information about the role, the person 
specification and details on the selection 
process. We encourage you to use this to tailor 
your application so we can clearly assess your 
suitability for the role. 

To apply, you should submit: 

a. An up to date CV which we recommend is 
no more than four sides of A4. This should 
show your full career history and explain 
any gaps and provide detail on your current 
or latest role and salary / package 

 
b. A supporting statement which we 

recommend is no more than three sides of 
A4. This statement is your opportunity to 
tell us why you are the ideal candidate for 
this role; how you meet the person 
specification requirements and why you 
can succeed in this important new role 
within LYHA. We would encourage you to 
tell us about your successes that are 
relevant to the role profile and importantly 
tell us why you are interested in this role 

 
c. A completed Declaration and an Equalities 

Monitoring form. 

Please can you also confirm that you can 
attend the interview dates:  

• 7th September 2017 = 1st stage 
longlisting interviews  

• 14th September = Final stage 
interviews. 

Your application and the above information 
should be emailed to joanna.elson@lyha.co.uk 
by 12 noon on Friday 1st September 2017. 

You will receive an email acknowledgement 
within 24 hours of receipt. If you have not 
heard from us, please contact us on 0113 
2033017. 

If you would like an informal discussion about 
the role or organisation, please contact me on 
the number above and I will arrange for you to 
have a chat with either our Chief Executive, 
Lisa Pickard or our Organisation & Compliance 
Director, Derek Stewart. You can also email 
them direct on lisa.pickard@lyha.co.uk or 
derek.stewart@lyha.co.uk. 

I hope you find this pack helpful and we look 
forward to hearing from you. 

Kind regards 

 

Joanna Elson, Executive Assistant 

  

mailto:joanna.elson@lyha.co.uk
mailto:lisa.pickard@lyha.co.uk
mailto:derek.stewart@lyha.co.uk
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WELCOME LETTER 
When you read through this pack you will 
quickly identify that LYHA is a traditional 
housing association with 65 years of history 
making a positive impact in Leeds and 
Yorkshire. But, it will leap off the page that we 
are not traditional in our approach. Steeped in 
history and building on our heritage you will 
find us to be a modern, vibrant business with 
clear vision to make a real difference locally. 

We have a long history and we are planning a 
great future and this new role is an exciting 
part of the next stage in our journey.  

We have ensured LYHA is financially strong and 
developed new homes on par and equivalent 
to the largest Associations. We have ensured 
our homes are well invested in and have 
provided a good level of customer service. 

But we now want to up our game further. We 
want to continue to be financially strong, well-
governed and to build more new homes that 
make a positive impact on people’s lives, their 
families and the communities. And, we want to 
further improve the customer experience we 
provide. We want to strengthen our ‘net 
promoter score’ – would people recommend 
us to a friend - and we want to achieve this by 
ensuring our customers receive the standard 
of service we promise and are listened to, feel 
valued and are proud to be an LYHA customer.  

We want to attract and retain the best people. 
We offer great terms and conditions and a 
super working environment but it is more than 
this; culture is key and we want modern 
leaders who drive and inspire an engaged, 
innovative and forward-thinking workforce. 

We have set our sights high and this new role 
is key to working with me and the team to 
deliver amazing results. It is a unique 
opportunity that I hope will grab the right 
candidate’s attention and if this is you, it 
encourages you to apply to be part of 
something exciting and ambitious.  

You will lead the Customer Services function 
with a mandate to deliver further changes and 
improvements with freedom to innovate and 
shape new ways of engaging and listening to 
our customers. There is another exciting 
dimension; you will be Deputy Chief Executive. 
This is someone who can work alongside me to 
continue to strengthen the business and shape 
new strategy and growth. Someone who will 
work across teams to ensure we are compliant, 
to effectively manage risk and to ensure our 
customers health and safety is paramount. This 
is someone who will work with us to ensure 
LYHA has a superb reputation, someone who I 
will have confidence in to lead the business 
when I am not here, someone who is ambitious 
and creative with a real sense of shared values 
and purpose and someone that thrives in a 
customer centric, people focused culture. This 
is a highly visible role with lots of variety and 
responsibility – no one day is the same, 
sometimes you are thinking and shaping at the 
highest strategic level and others rolling your 
sleeves up to ensure we deliver. 

Our new Customer Director and Deputy Chief 
Executive will be an ambassador and a role 
model. If this is you then I’m excited to hear 
from you.  

A shared sense of purpose and values; a 
‘connection’ are just as, if not more important 
than the ability to do the job. There is 
therefore a two stage selection process. Not 
only do we get a chance to meet you but you 
also get to decide whether you want to work 
with us and be part of our team. 

I hope I have inspired and energised you to 
want to find out more and want to apply. I 
believe this is a brilliant opportunity to shine 
and make a positive difference. 

 
Lisa Pickard, Chief Executive  



6 
 

ABOUT LYHA 
LYHA is a smaller housing association that has 
and wants to maintain its reputation of 
punching above our weight. We are locally 
based in Leeds and provide locally focused 
services and products to customers and 
communities in Leeds and the wider Yorkshire 
area. 

Over the last 5 years we have transformed our 
business; increased our turnover by 48% to 
more than £7m; delivered a successful growth 
programme of 206 homes equivalent to 
growth of 14.7% and have plans to grow by a 
further 18.8% over the next few years 
developing a further 271 new homes. 

In 2016/17 following a HCA [Homes and 
Communities Agency] In-Depth Assessment 
[IDA] we were confirmed as a top performing 
housing association with the highest ratings for 
both Governance [G1] and Viability [V1]. 

We have focused on our Value for Money 
Strategy to deliver improving return and to 
generate increasing surplus which we can both 
invest into our existing homes and continue to 
build more new homes to respond to the 
housing crisis and to provide new 
opportunities for local people. Click here to 
view our 2016 VFM Statement. 

Our 2016/17 Annual Statements have just 
been signed off and can be accessed here. 

This year we have taken a good look at where 
we want to be in the future and what we want 
to be about and have subsequently 
restructured our Vision and Strategic Aims to 
be even more focused on ‘local’ and delivering 
a great customer experience for our current 
and future customers and the communities 
they live in.  

 

 

https://www.lyha.co.uk/sites/default/files/LYHA_Revised_2015%20VFM_Statement_Published_September_2016.pdf
https://www.lyha.co.uk/sites/default/files/LYHA_Report_and_Financial_Statements_31March2017.pdf
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As part of this review and thinking about our 
strategic direction. we want to ensure we have 
the best people in our team to deliver this. We 
have completed a full review of our Customer 
Services ‘operations’ directorate and invested 
to ensure we have the right people in the right 
places. 

Whilst change is welcomed and positive; we 
recognise that as a smaller employer, it can 
and does impact on our delivery and 
continuity. We do not stand still therefore we 
have opted to invest in a people-focused 
approach and structure that nurtures and 
invests in talent, provides leadership clarity 
and builds in future succession planning. 
Following this, we have revamped our 
Executive and leadership Team and evolved 
our ‘diamond model’ executive structure.  

We have opted for a diamond structure 
because it visibly represents: 

a) Clarity & transparency 
b) Collaborative working and cross 

functional approaches to success; it 
avoids a top-down, linear command 
and control approach 

c) Strength, viability and longevity 
d) Uniqueness  

The new role of Customer Director will also be 
our Deputy Chief Executive. This new role 
reiterates and strengthens the emphasis we 
are placing on the ‘customer’; working with the 
Head of Operations and the Operations 
leadership team this role is intended to create 
a dynamic and innovative approach to future 
service delivery and ensure the best customer 
experience. The diamond model also builds in 
succession planning, not just within the 
Operations team but within and across the 

Executive team and provides support and 
capacity to enable the Chief Executive to focus 
more on future proofing the business and 
exploring new opportunities. 

Working closely with the Chief Executive and 
the Director of Finance, this role will lead the 
way in delivering success; identifying and 
implementing innovation and new 
opportunities and helping to shape and deliver 
our legacy for the future.  

 

 

 

 

 

 

  

Lisa Pickard, 
Chief Executive 
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ROLE DESCRIPTION - Customer Director / Deputy Chief Executive 
Reports to  Chief Executive 

 
Responsible for • Customer Services 

• Asset Management & Technical services 
• Housing management 
• Income management 
• Community Investment 
• Customer Involvement 

• Customer Communications  
• Estate and Neighbourhood Services 
• Corporate support  
• Health & Safety 
• Compliance and organisational health 
• Deputising for the Chief Executive 

 
 
Role purpose 
 

 
 Provide strategic leadership, direction and support for the Customer Services directorate 

ensuring the provision of a range of customer focused and modern services and products 
that enable LYHA to fulfil its strategic aims and purpose 

 Provide strategic, compliance and assurance information to the Board and Executive team 
for all areas of responsibility. 

 Support and deputise the Chief Executive in pursuit of the vision and strategic aims ensuring 
LYHA has a positive reputation and strong track record of performance, delivery and local 
impact. 

 Act as a positive member of the Executive team and role model / ambassador for LYHA; 
encouraging collaboration; innovation and inspiring a culture that delivers results and 
achieves service excellence. 
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Key 
Responsibilities 
[1] 
 

Executive Leadership 
1. Executive lead for shaping and delivering on customer service strategic aims, objectives 

and plans. 
2. Member of the Executive team, providing visible corporate leadership, taking forward the 

future direction and success of LYHA 
3. Support and deputise for the Chief Executive. 
4. Governance leadership and reporting to LYHA and lead on consumer and co-regulation and 

relevant sub committees 
5. Ensure all statutory and regulatory requirements are understood and complied with to the 

highest level 
6. Act as a role model and ambassador in line with LYHA values and behaviours and promote 

a positive customer focused high performing culture.  
7. Demonstrate and embed a coaching style of leadership, to support colleagues to perform, 

take ownership and realise their potential. 
8. Lead on cultural and systems change, integration and continuous improvement. 
9. Drive and ensure a positive culture and high levels of employee satisfaction and 

engagement. 
 

Key 
Responsibilities 
[2] 
 

Delivery 
1. Provide strategic direction and management to deliver sector leading customer focused 

services, informed by customer insight and understanding. 
2. Create opportunities for genuine customer engagement; ensure a culture of listening to 

and using feedback to improve services and products and to integrate innovative 
approaches to co-regulation. 

3. Develop forward thinking strategies and policies that improve service delivery, improve 
value for money and enhance the customer experience improving net promoter scores and 
satisfaction  

4. Ensure that all services are segmented and tailored to the different needs of our customers 
and communities 

5. Ensure effective budget management and control and instil a value for money culture 
across the Directorate. 

6. Monitor and manage performance of all services to ensure they achieve or exceed agreed 
targets, acting quickly to address any underperformance. Instil a positive performance 
culture across the Directorate 

7. Maximise income and cash collection to levels exceeding the long term financial plan. 
8. Deliver a highly effective repairs and voids service 
9. Ensure effective and transparent customer communication 
10. Lead on digitalisation across LYHA and ensure opportunities to create digitalised services 

are realised.  
11. Ensure the accuracy of all data relating to customers and housing stock is maintained 

effectively and all systems for storing and analysing data are fit for purpose. 

12. Responsible with the Executive team for the effective management and utilisation of the 
Group’s assets as well as delivering growth targets. Leading performance to improve the 
net present value of each individual LYHA asset and homes. 
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Key 
Responsibilities 
[3] 
 

Assurance and Compliance  
1. Strategic lead ensuring organisational health and compliance and good practice across all 

statutory, legislative and regulatory requirements 
2. Ensure that all services within the directorate fully comply with all organisational policy and 

procedures 
3. Executive lead for delivering, reporting and updating or Corporate Risk Register and map. 
4. Strategic lead for Health and Safety 
5. Ensure that the risks within the directorate’s activities are identified, removed or minimised 
6. Create a safe and healthy working environment, ensuring all systems of work, policies and 

procedures are fully and consistently applied 
7. Effective management and control of data  

 
Key 
Responsibilities 
[4] 
 

Innovation & Strategy 
1. Ensure all systems and processes deliver operational excellence, driving continuous 

improvement and innovation 
2. Deliver financially viable and economically effective products and services, seeking to 

maximise resources and social value 
3. Innovate and bring about positive local impact and social value through community 

investment activities 
 

Key 
Responsibilities 
[5] 
 

Reputation & Brand 
1. Always promoting the values of the Group and demonstrating a high level of commitment 

to diversity and inclusion 
2. Support the delivery of high quality corporate communications and branding to reflect the 

Corporate plan, vision and values 
3. Supporting the CEO to create and translate constantly evolving vision and ambition 
4. Lead on stakeholder, customer and employee satisfaction and feedback 
5. Develop and maintain key external relationships with all relevant bodies and partners, 

networking and representing effectively at national and local levels  
 

 

The Executive team is responsible for a wide range of activities and due to our size, all Executive members are expected 
to support and deputise for other functions and ensure collectively the delivery of performance and business targets. 
The Executive team have delegated responsibilities for financial and operational matters, people management and 
regulatory compliance. The role profile cannot stipulate all areas of potential lead or involvement and as this is a new 
role, it is expected it will evolve over time and be subject to review with the Chief Executive.   
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PERSON SPECIFICATION 
Experience and qualifications: 
a. Experience of working at a senior level and / or as part of an executive management team. 
b. Proven track record of successfully managing a range of customer-facing services at a strategic level 
c. Experience of working with board / committees / governance within a successful organisation 
d. Demonstrable achievement of a performance and customer culture delivering high levels of performance and 

experience 
e. Experience of developing strategies and plans that demonstrate innovative forward thinking and vision 
f. Experience of delivering excellence and improving services, to enhance the customer experience, improve 

performance and deliver value for money 
g. Track record in delivering sustainable change & achieving results. 
h. Track record of developing and sustaining effective partnerships 
i. Proven track record in effective and visible ‘social’ communication and engagement 
j. Relevant degree or relevant professional qualification, or equivalent work experience, and evidence of continuing 

professional development 
 
Knowledge: 
k. Knowledge of social housing including current and future challenges will be an advantage. 
l. Thorough understanding of the statutory and regulatory requirements that underpin the services within the 

directorate, or ability to demonstrate that you can gain this quickly 
m. Understanding of the political and social environment 
n. Understanding of corporate governance practices and issues. 
 
Skills: 
o. Leadership skills and the ability to coach, motivate and engage others 
p. Ability to engage effectively at all levels including colleagues, Board Members, customers and external 

stakeholders 
q. High level of in strategic and analytical thinking & ability to interpret and analyse financial information and complex 

data 
r. Ability to present data and information in clear and accessible ways to enable effective decision making; high 

calibre report writing and presentational skills 
s. Ability to identify and manage risks and make sound judgements, whilst not being risk averse. 
t. Influence and negotiating skills 
u. High level of written, presentation and interpersonal communication skills, with the ability to tailor to a variety of 

audiences 
 
Attributes: 
v. Visible leader and role model – an ambassador for LYHA values and behaviours 
w. Acts with integrity and is transparent and open with a genuine commitment to diversity and inclusion 
x. Champions innovation and encourages continuous improvement 
y. Resilient and thrives in a high energy work environment  
z. Collaborative and inclusive 
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Leadership Behaviours Framework 
 

LYHA VALUE DESCRIPTION EXPECTED LEADERSHIP BEHAVIOUR 
 

STRONG 
PRINCIPLES & 

INTEGRITY 

Our commitment is to be fair, ethical, 
open and honest.  We will achieve this by 
welcoming diversity, by valuing different 
people’s experiences and skills and 
treating each other and everyone with 
respect.  
We challenge and we are open to 
challenge. 
 

 Communicate openly and honestly, being clear about our 
expectations  

 Working well with people who have different ideas, 
perspectives and backgrounds and valuing the positive 
influence of diversity 

 Constructively challenge the status quo to identify ways of 
improving services for customers 

 Embrace change and enable colleagues to adapt to new 
ways of working 
 

 
WORKING 
TOGETHER 

 
 

We recognise that we will only be 
successful by working together and 
building genuine partnerships with our 
tenants and customers.  We will form 
strong and effective partnerships to 
complement our strengths and deliver 
results.  We work as a team – One LYHA 
demonstrating that we can be trusted. 

 Promote partnerships as a means of shaping and delivering 
services to the community 

 Be visible and approachable across the business and 
externally 

 Encourage staff to work cooperatively together, creating a 
supportive team environment, breaking down silos 

 Create new opportunities for individuals to work together 
 

 
PEOPLE 

FOCUSSED 
 

We are a listening and learning 
organisation.  Our services are flexible and 
responsive and services are shaped to 
meet customers’ needs and expectations.  
We care about outcomes and want to 
make a difference. 

 Actively engage people by listening to their views and ideas, 
seeking different perspectives and using them to help shape 
services 

 Lead, support and promote activities that lead to positive 
social and economic outcomes 

 Deliver on our promises to staff and customers 
 
PROFESSIONAL 

 
 

We aim for excellence and innovation in 
everything we do.  We invest in and 
develop our staff to ensure we provide the 
highest standard of service.  We care 
about value for money and aim to be 
efficient and effective.  By spending our 
time and money wisely we ensure we 
deliver the best possible services and 
products. 

 Encourage high performance in others and motivate staff to 
be the best they can 

 Take time to understand and support staff, recognising 
individual skills and developing potential 

 Act in the best interests of the organisation and its people 
 Provide strategic direction for the organisation to improve 

performance 
 

 
AMBITIOUS 

We don’t stand still.  We never rest on our 
laurels and continually look for ways to 
improve and do better, yet we have our 
feet on the ground.  We are creative, 
innovative and solutions focused.  We 
punch above our weight. 

 
 

 Demonstrate resilience and be positive and calm when 
responding to conflicting demands 

 Provide a climate where problems can be aired, discussed 
and resolved 

 Work to develop new initiatives that contribute to the 
development of the organisation 

 Identify good practice and set high standards 
 Ensure that work progresses and projects are well targeted, 

managed and evaluated to deliver strategic aims 
 

LOCAL 
PRESENCE 

We are passionate about Leeds & 
Yorkshire.  We want to contribute and add 
value in our local neighbourhoods and 
communities. 

 Take a lead on projects and make things happen  
 Develop and support local initiatives that lead to real 

benefits for communities 
 Create excitement and commitment from others 

 
PRIDE 

We are passionate about who we are and 
we take pride in what we do.  We want to 
encourage people to be proud about 
where they live and work. 
 

 Translate the vision, values and strategic aims into everyday 
activities 

 Provide a positive and supportive environment -  a great 
experience for staff and customers 
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TERMS AND CONDITIONS 
 

Remuneration package 

• Salary up to £70,000 
• Annual Car Allowance £6,000 

All LYHA salaries are benchmarked on a bi-annual basis to ensure they are fair and 
comparable and enable us to attract and retain the best people. 

 

Key Terms & Conditions 

• Annual leave 25 days rising by 1 day per year to a maximum of 30 days 
• Plus 3 concessionary days  
• Probationary period for this role is 6 months 
• Three-month notice period 
• CARE pension scheme with SHPS based on 1/80h of your pensionable earning and 

employer contribution of 6.75% 
• Access to Simply Health scheme 
• 37.5 hours per week 
• Flexible working  

 

Due to the seniority of this role, occasional evening and weekend work may be required to 
meet the needs of the business. 

 

Place of Work 

The head office is based at 2 Shire Oak Road, Headingly, Leeds. LS6 2TN. This is regularly 
reviewed and is subject to change. 

Consideration will be given to a relocation allowance.  
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KEY DATES AND SELECTION PROCESS 

 

Closing Date • 12 noon on Friday 1st September 2017 
 

First interviews • Thursday 7th September 2017 
These will be longlisting interviews held with Lisa Pickard, 
Chief Executive and Derek Stewart, Organisation and 
Compliance Director with a chance to meet the extended 
Executive team. 
 

Testing • From Friday 8th September 2017 
We will ask candidates selected for final stage interviews to 
complete an on-line psychometric assessment. 

 
Final Interviews • Wednesday 13th September 2017 

This will be a formal interview with presentation to a Panel 
including Board Members. There will also be informal 
discussions with customers. 

 
 

If you are unable to attend any of the above dates please ensure you notify us in your email 
submitting your Supporting Statement and CV. 

 

 

REFERENCES 

Please provide us with 3 referees, one of which should be your current or last employer. We 
will not contact them without your permission but we may take these up ahead of final 
stage interviews. 

 

 

 


