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Dear Candidate,

Thank you for your interest in this great  
new role, which has been created as part  
of our organisation development to ensure  
top quality service provision to all our customers 
is achieved in a way that  
maximises value for money. 

This is an exciting time to be joining Oaklee 
Housing as we approach our 20th anniversary 
in January 2021 and are currently preparing to 
launch of our brand new Strategic Plan. For us this 
strategy is about more than housing. It is about 
people and communities - improving customer 
lives through providing good homes, high quality 
services, safe and sustainable communities, and 
ensuring that we respond to what our tenants 
and partners are saying to us. The plan will build 
on our successes over the last 4 years, which 
have been to the credit of our small but very 
committed team who frequently “go above and 
beyond” to help make Oaklee a success. We are 
an organisation guided by our core values and will 
deliver results by being true to these values: by 
being dynamic, customer centred and trustworthy. 

Oaklee is genuinely unique in its profile and 
approach. We form part of the Choice Group 
structure www.choice-housing.org giving access 
to significant expertise and support whilst 
maintaining our autonomy to meet local needs. 
We were the first Approved Housing Body (AHB) to 
establish a Special Purpose Vehicle, Acorn, which 
has enabled our growth plans to be met efficiently 
whilst reducing risk. We are the first AHB to be 
involved in the first social housing Public Private 
Partnership (PPP) bundle of more than 500 homes 
plus home in Ireland, which puts us at the forefront 
of innovation in meeting housing need.     

Whilst we have a great deal to be proud of through 
our achievements to date, we also know that 
there is much more to be done; and this role is 
essential in ensuring that we continually drive 
standards in housing and service delivery, and 
that we engage well with all our partners and 
stakeholders. This post holder will be an integral 
member of the management team, holding 
collective accountability for strategic leadership 
across the organisation. The role also carries 
sole responsibility for all aspects of operational 
performance linked to housing, property, and asset 
management alongside customer service; safety; 
and investment. This wide-reaching role therefore 
presents a great opportunity for an experienced 
and enthusiastic leader to join us and help shape 
our business - to create, lead, and inspire an 
organisational culture that enables our colleagues 
to achieve consistent and high-quality outcomes.

If this sounds like the role for you, we’d love to 
hear from you. Read on for further information 
and contact our retained Consultants, Distinctive 
People, via Mark Glinwood, on 00447944 411484 
for an informal discussion.

Wishing you the best of luck with your application.

Sharon Cosgrove,  
Chief Executive Officer
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Message from our
Chief Executive



Oaklee Housing

Oaklee Housing was established in 2001 and is part of the Choice Housing Ireland  
Group. We own and manage over 1,200 homes across 18 counties. We were established  
with a strong social purpose and have played a significant role in delivering much  
needed social housing against a backdrop of the current housing crisis. 

We are an approved housing body, a member 
of the Irish Council for Social Housing (ICSH), 
and an active member of the recently formed 
Housing Alliance, an alliance of six of the largest 
housing bodies in the State. Our membership of 
the Choice Housing Ireland Group means that we 
continue to benefit from the experience and back 
office support of a larger, long-established social 
housing organisation whilst maintaining our own 
locally based front line services for our tenants 
and local governance structures. 

We have just launched our new 3-year strategic 
plan covering the period 2020/2023. In 
developing this strategy, we have considered 
the current and future external operating 
environment, listened to our staff and tenants, and 
consulted with some of our key strategic partners 
such as the Local Authorities, the Department 
of Housing, Planning and Local Government 
(DHPLG) and the Housing Agency. The final 
strategy reflects a distillation of this extensive 
consultation with 3 key themes emerging around 
delivering homes, providing great services and 
working closely with our partners. 

For further information go to our website at  
www.oaklee.ie

Values

Oaklee Recruitment Pack Director of Operational Performance 4

Mission
To build a strong business 

with a social purpose and be 
a leading provider of quality 
customer focused housing 

and support services

Vision

We aim to provide great homes that are  
of a high quality in safe vibrant 

neighbourhoods:

• where our customers receive high 
quality responsive services that meets 

their needs and expectations

• through collaboration with our statutory 
and voluntary partners to respond to 

housing and support needs

• by challenging the norm and constantly 
seeking out ways to improve and 

innovate

Trustworthy
Value for Money

Accountable
Honest
Diligent 

Dynamic
Innovative

Responsive

Customer- 
centred

Helpful
Knowledgeable

Professional
Fair 
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1,266  
Homes

35 People 
work at Oaklee

€10.8m 
Annual 

Turnover

€1.2m  
Spent on maintaining 

and improving our 
homes

21
Local Authority

partners

Oaklee At A Glance



Sharon Cosgrove 
Chief Executive Officer

 
Sharon Cosgrove is CEO of  
Oaklee Housing, a Tier 3 AHB with  
over 1,200 units. Sharon is also a member  
of the Senior Management Team of Choice Housing  
Group based in Northern Ireland. Sharon joined Oaklee 
Housing as CEO in May 2016, having previously held 
a number of senior roles including CEO of the Asthma 
Society of Ireland and CEO of Sonas Housing. Sharon led 
a wide range of regeneration and housing programmes 
in South Dublin and in Bristol City. Sharon has a B.Sc. in 
Environmental Health, a MA in Housing Studies and a 
Professional Diploma in Business Finance.

Since joining Oaklee, Sharon’s focus has been on 
expanding the development programme and leveraging 
new sources of finance. In December 2017, Oaklee 
reached financial close on a €50m facility with German 
Bank Nord/LB, which will be used to finance acquisitions 
of social housing. In September, Oaklee Housing as 
part of a consortium with Choice Housing, Sisk and 
Macquarie (known as Comhar Housing) were announced 
as preferred bidder on Social Housing PPP Bundle 1.

Kevin Alfred 
Head of Development

 
Kevin is has more than 30 years 
property experience in the UK and  
Ireland. He joins Oaklee Housing from  
the National Asset Management Agency where he 
was a Portfolio Manager and Senior Property Advisor 
with responsibility for a number of major development 
land sales, joint venture and licence agreements and 
high value shopping centre portfolio investment sales 
with a value in excess of €800m. In the UK Kevin was an 
asset manager with a local authority for 12 years and in 
residential consultancy with a major London agent. He 
is an RICS and SCSI Chartered Surveyor with Valuation 
and Planning & Development designations and is a 
Registered Valuer. 
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Oaklee Senior Team

Aaron Ceillier 
Head of Finance

Aaron has been a professionally  
qualified Chartered Accountant for  
over ten years now. He alsopossesses and Honours 
Degree in Accounting & Human Resource Management 
and a professional Diploma in Strategic Finance and 
Analytics. He is a member of the Senior Management 
Team at Oaklee and is responsible for leading the 
organisations financial operations and strategy. Aaron 
has previously gained a wealth of experience in the 
Charity and Not for Profit Sector through his role as 
auditor to some well-known charitable bodies. He also 
spent over six years working in the Property Sector 
where he ran the client accounting function of a Dublin 
based agency and was involved with appraising 
largescale property investment deals.

Siobháin Bunni 
Head of Communications  
& PR

Siobháin is a marketing, communications and customer  
experience professional with over 20 years industry  
experience. A graduate of the College of Marketing 
& Design, now TUDublin, Siobháin has worked both 
agency and client side with some of Ireland’s blue chip 
brands such as daa, Kerry Foods, Ulster Bank, Eason, 
AIB Merchant Services, Lisney and Vodafone Irl. As well 
as working in commercially sensitive, senior strategic 
roles, Siobháin is also a published fiction author having 
delivered three novels with Poolbeg Publishing. 



This role will specifically focus on: 

• The achievement and sustainability of KPI 
requirements in all areas of customer, safety, and 
investment activity.

• The development and continual improvement of 
exceptional customers services which recognises 
tenant involvement and engagement as being 
integral to the delivery of value-added services.   

• To set direction and implement operational plans 
which direct activities across the directorate to 
meet service, quality, and strategic objectives to 
time and budget.

• To implement, and be accountable for, the 
effective quality management systems that meet 
regulatory requirements and deliver improved 
customer outcomes.

• To work collaboratively with partners and 
stakeholders in a way that focuses on improving 
the customer experience.

• To plan, position, shape, and direct activity 
to ensure that the consequences of growth 
are seamlessly transitioned into operational 
excellence.

• To utilise professional expertise to safeguard 
corporate and colleague wellbeing.

• To provide expert guidance on government policy 
and its potential impact on future operations. 

• The development, delivery and roll out of a 
community development strategy in line with 
corporate plan commitments. 

• To focus investment on tenant’s needs which 
support wider social impacts.

• To maintain an external focus and build 
appropriate partnerships, acting as an 
ambassador to enhance Oaklee’s reputation.

• To provide inspirational leadership to empower 
the customer service team to be best in class. 
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Role Profile

Purpose, Accountabilities  
& Scope 

An integral member of the management 
team holding collective accountability 
for strategic leadership and the sole 
responsibility for all aspects of operational 
performance linked to housing, property, 
and asset management alongside 
customer service, safety, and investment. 

To achieve this goal the 
post holder will create, 
lead and inspire an 
organisational culture 
that enables colleagues to 
achieve quality outcomes 
as dictated by the 
corporate plan. 



Performance Management

To be accountable for all third-party contractor performance delivered on behalf of the organisation as 
specified within procured contract and SLA documentation.  

To provide support and development to those engaged in front line activity so that they are structured and 
resourced to deliver KPI’s sustainably. 

To lead a strong performance culture and commitment to excellence with a focus on end to end quality.  

To support an environment where customer views are integral to service development which is driven by 
continuous improvement methodology.  

To ensure that all projects have clearly specified and measurable outcomes which are delivered to time, 
quality, and budget.  

To anticipate changes and plan for the delivery of new services in line with the corporate plan.

To ensure behaviours, values and culture are consistently applied throughout the customer services team.

Compliance and Control

To lead actions that ensure effective governance and accountability linked to customer service, safety, and 
investment. .  

To provide appropriate and timely information, supporting an open and transparent dialogue across the 
management team that meets high standards of probity. 

To ensure risks within the Directorate’s are identified and mitigated against effectively and that decisions are 
made within a robust risk assessment framework.

To ensure compliance with key policies and procedures in areas such as health and safety; equalities and 
diversity; data protection; code of conduct and all other statutory requirements, which are regularly reported 
to the Housing Services Committee for scrutiny. 

Role Profile

Leadership

To provide effective leadership and support to managers and staff - role modelling a leadership style with 
vision and drive which inspires and motivates colleagues to be the best they can. 

To provide a coaching style of leadership, which empowers and encourages high performance and creativity. 

To lead the effective management of customer services in a way that puts our tenants and their health & 
safety at the heart of operational decision making.  

Key Responsibilities
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Delivery and Impact

To support, develop and performance manage the managers in the Customer Services Team. 

To performance manage the collective suite of service contracts in a way that meets quality, financial and 
compliance requirements.

To deliver business targets to support delivery of the corporate plan through strong financial management, 
budgetary control and effective project and business planning. To use performance intelligence to inform 
decision making in a way that drives value as measured by cost, quality, and productivity to achieve 
continuous improvements in customer outcomes. 

To determine best fit structures to support customer service activity and fulfil property and housing 
management accountabilities.

To oversee and take account for the performance of Housing Management functions encompassing estate 
management, income recovery, allocations and void management service planning and delivery. 

To develop and manage partnership arrangements with other voluntary and statutory organisations. 

To deliver the asset investment strategy within agreed financial parameters, performance targets and 
regulatory obligations. 

To guarantee accurate stock data to develop robust long-term investment plans.  

To deliver energy and environmental sustainability goals with regard to service delivery and property & asset 
management.

To continuously assess and manage risk within the Risk Framework and actively implement control 
and improvement measures to mitigate risks to customers, property, staff, financial performance, and 
organisational reputation etc. 

To horizon scan the external environment to keep abreast of changes in legislation, good practice and 
wider political/socio-economical and housing issues to lead and develop cutting edge practices and review, 
recommend and implement changes to enable future effectiveness to consult and respond as appropriate.

To proactively manage the controls and instigate actions required to achieve safe working environments in 
all areas of operations.

To oversee and take accountability for ensuring that a full set of compliant policies and procedures are 
maintained and recommended to the Housing Services Committee within agreed cycles. 

To manage external communications with Regulators and partner agencies where significant risk is likely to 
impact on the organisation’s reputation.  

To ensure cutting edge thinking in respect of supporting diverse customer groups is considered, evaluated, 
and introduced where added value would result.  

To determine and align resources to directorate learning & development needs in a way that maintains 
quality standards and minimises colleague attrition. 

No leadership role profile can be entirely comprehensive, the post holder will be required to undertake 
additional duties from time to time, in line with the above responsibilities, as required by the Board.

Role Profile

Key Responsibilities
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Qualifications

Appropriate professional qualification linked to property and or housing

Experience

Substantial senior experience in strategically leading client facing operations in 
an environment centred on complex service provision to diverse and vulnerable 
client groups. 

A proven track record of contract management which has achieved cost 
efficiencies and quality improvements  

A strong track record of leading, engaging, and motivating colleagues through 
transformational periods of change. 

Experience of working collaboratively with external bodies and organisations.

Experience of reporting to Boards.

Proven track record of delivering customer focussed services that meet a 
multiplicity of needs.

Skills & Knowledge

A well-developed knowledge of the Approved Housing Body sector and its 
wider operating environment linked to local authorities etc.  

Sophisticated people leadership skills gained in a change environment that 
encompasses multi-disciplinary skills groups. 

In depth knowledge of contract management and customer service design. 

Able to balance strategic thinking with an eye for detail.

Strong communication and interpersonal skills.

External focus, with the proven ability to build productive network and 
partnerships.

Expertise and practical experience of risk and performance management. 

Effective commercial planning skills supported by the production of robust 
written business development appraisals that withstand governance scrutiny.  

A clear understanding of the social and political environment within which the 
socially driven organisations operate.

Person Specification
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Renumeration & Reward
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Highly 
Competitive 

salary
€85k - €95k

28 days 
holiday  

plus all Public 
Holidays

Full time 
hours of 

37 hrs per 
week

7% 
Employers 

Pension 
Contribution

Death in 
Service 
benefits

Serious 
Illness  
Cover



How to Apply

Key Dates

Closing  
date for  

applications:

Stage 1  
Interviews via 

videolink

Shortlisted  
candidate  

notification:
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9am,  
Monday 24th  

August 2020 

Tuesday 1st 

September 2020

Tuesday 8th 

September 2020

Final stage  
interview and 
assessment:
Monday 21st & 
Tuesday 22nd 

September 2020

How to Apply

• Ensure you have read the pack and 
any supporting documents. 

• Polish up your CV and make sure 
it’s telling us what you can do in a 
maximum of 3 pages!

• There’s no supporting statement –  
just click here; https://bit.ly/2CzIlwB 
to answer 3 questions on video.

• Your video will be submitted 
automatically - your application won’t 
be accepted without this.

• Email your CV to recruitment@
distinctivepeople.co.uk with the job 
title as the email subject. Make sure 
you get this in before 9am on  
Monday 24th August.

• Complete the Equal Opportunities  
form online.

https://bit.ly/2CzIlwB
mailto:recruitment%40distinctivepeople.co.uk%20?subject=Director%20of%0DOperational%0DDirector%20of%20Operational%20Performance
mailto:recruitment%40distinctivepeople.co.uk%20?subject=Director%20of%0DOperational%0DDirector%20of%20Operational%20Performance


Post Advertisement
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Director of Operational 
Performance
Dublin (Travel throughout Ireland  
and occasional time spent in Northern Ireland)

Oaklee Housing is one of Ireland’s most ambitious providers of customer 
focused housing and support services. Established in 2000, we have 
a rapidly growing presence across the country, delivering high quality 
modern homes for our customers. 

We are now seeking a high performing individual to join our executive 
team as Director of Operational Performance – driving results, managing 
performance and changing lives through the provision of excellent 
customer services. This is a wide-reaching role that carries responsibility 
for all aspects of operational performance linked to housing, property, and 
asset management alongside customer service, safety, and investment. 

The successful candidate will have a strong understanding of the 
environment within which Approved Housing Bodies work and strategic 
leadership skills in client facing operations centred on complex service 
provision. With a collaborative and values-based approach, you will also 
forge strong working partnerships and motivate others through change 
and transformation. 
 
If this sounds like the role for you, take a look at the pack then contact  
our retained consultant Mark Glinwood for an informal discussion.

Mark Glinwood;
T: 00447944 411484 
E: mark.glinwood@distinctivepeople.co.uk

Closing date for applications is Monday 24th August. 

For further information click here https://bit.ly/2ZVK32T

https://bit.ly/2ZVK32T


Oaklee Housing
132 James’s Street 
Dublin D08 PK25
enquiries@oakleehousing.ie

T: 01 400 2650
oaklee.ie

Delivering homes  

Creating communities  

Changing lives


