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At Watford Community Housing we believe 
in working in partnership to transform our 
communities and change lives for the better. 
Our business is evolving rapidly as we find new 
ways to deliver great homes, improved services 
and much-needed new housing for our customers. 
And you could be part of our story...



Welcome
Thank you for your interest in joining Watford 
Community Housing. We are an energetic and 
forward-thinking Group, committed to delivering 
customer-centric services to transform 
communities and change lives for the better. 

Over the last year we’ve made some important 
changes to help us achieve these goals. We’ve 
reshaped several of our key services, including 
our Housing and Property Services teams, 
to ensure that our focus is on meeting our 
customers’ needs above all else. 

We believe that these changes will help us 
to meet the ambitious challenges we have 
set ourselves in our 2020-2025 Let’s Go!  
Business Plan. At the heart of our strategy 
is our Customer Promise, which sets out five 
key priorities which will give our tenants an 
improved experience and nurture stronger and 
safer communities.

One of our biggest strengths is in forging 
partnerships with other organisations that 
help us to do more. These relationships will be 
central to how we deliver improvements to key 
services.

With this in mind, we are looking for someone 
exceptional who shares our passion for 
making a real and lasting difference, and 
who can embrace partnership working whilst 
recognising the importance of operating with 
strong financial and commercial acumen.

I hope that after reading this information pack 
you will decide to apply for this role.

Yours sincerely,

Tina Barnard, Chief Executive



Our journey

Let’s go!
In September 2020, we launched our new  
2020-2025 Business Plan and a suite of 
accompanying strategies which set out our 
ambitious goals for the years ahead. At the 
heart of our work is our new Customer Promise, 
which showcases our five key service priorities. 
It was created in consultation with residents, so 
it reflects what matters most to our customers 
– and the Customer Services directorate is 
instrumental in delivering on our promises.

Click here to find out more at www.wcht.org.uk

Focused on south-west Hertfordshire
Although our roots are firmly in Watford, we now 
have a presence across six local authority areas 
around South-West Hertfordshire. By offering 
high-quality services and working closely 
with residents, we look to deliver friendlier 
communities that help to improve lives.

Putting people first
As a Community Gateway housing association, 
we put people at the heart of our work. Our 
customers are invited to become members, 
and staff, stakeholders and local residents can 
become associate members. Because members 
have voting rights, they are empowered to 
influence our work and play a central role in our 
decision-making.

1,580 new homes
We are committed to delivering desperately 
needed homes through an ambitious 
construction programme. We will complete 
1,580 new homes by March 2025, working both 
independently and in partnership with others. We 
develop homes across a range of tenures, with a 
focus on affordable rent and shared ownership.

Click here to read our financial statements and 
annual report at www.wcht.org.uk

We’ve come a long way since our formation in 2007. We deliver a range of high-
quality housing management and property services that our customers rely on. 
We are also a trusted partner to other organisations – we manage homes for other 
housing providers, we develop much-needed new homes both independently and in 
partnership, and we run community hubs that help people to get more out of life. 

But we’re just getting started – we have even bigger plans for the future.

We own and  
manage more than

6,800
homes and  
associated 

assets

We have 
the highest ratings 

for viability and 
governance

V1/G1

We have 
more than
200

employees

We spend 
around

£10m
per year to maintain 

and improve our 
assets

80% 
satisfaction with 

our overall 
service

85% 
satisfaction with 

our repairs 
service

98% 
satisfaction for 
independent  

living

100% 
satisfaction for 

our improvement 
programme

https://www.wcht.org.uk/let-s-go!/
https://www.wcht.org.uk/about-us/publications-reports/
https://www.wcht.org.uk/about-us/publications-reports/


Our vision

Our values

“Better homes, friendlier communities – together”

 

Professional
We are honest, open and respectful. People 
trust us to keep our promises. 

Collaborative
We work together as one team and build 
lasting partnerships to get results. 

Forward-thinking
We have a ‘can-do’ attitude and embrace 
opportunities to improve and innovate.

Just as we strive to make our communities friendly and open 
to everyone, we are committed to ensuring that we have a 
diverse and inclusive workforce who feel comfortable to be 
who they are in the workplace.

We have a dedicated Equality, Diversity & Inclusion group, 
that champions diversity and drives inclusion by removing 
barriers and helping us to build a vibrant culture.

Diversity & inclusion



Role profile: 
 Group Director of Customer Services

What we’re looking for
As a high-profile member of our leadership 
team, the Group Director of Customer Services 
must represent us professionally and positively, 
delivering a message of excellence. 

The role has the following key responsibilities:

High-quality services 
You’ll help us to meet customers’ expectations 
and the high standards we set ourselves, with 
responsibility for all customer-facing services, 
including an in-house maintenance team. 

You’ll ensure that the whole directorate 
demonstrates a commitment to delivering 
customer-centric services, and that staff are 
recruited, developed, retained and motivated to 
work effectively and help meet our objectives.

Sound financial management
You’ll take responsibility for ensuring the 
directorate’s annual budgets and financial 
plans are robust and they are monitored and 
controlled effectively. 

Performance and innovation
You’ll ensure that the Group achieves high 
standards of performance with a particular 
focus on the achievement of KPIs, the Business 
Plan and corporate objectives. 

As part of this, you’ll keep the Group Board 
and the Gateway Membership Team fully 
up to date, as well as giving them a full 
understanding of new legislation and policy 
reviews, making recommendations for changes 
where appropriate. 

You’ll also lead the directorate in developing 
and implementing appropriate strategies and 
processes to help us achieve our ambitious 
goals, ensuring all regulatory and inspection 
requirements are met. 

Working in partnership
Strong local partnerships are key to how we 
work, so you’ll develop and maintain effective 
relationships to foster partnership working with 
key stakeholders and customers to help deliver 
the Group’s goals.

Responsible to: 
Chief Executive

Responsible for: 
Head of Housing Operations
Head of Property Services

What’s the role?
The Customer Services directorate is at the 
heart of our business, delivering the services 
that our customers rely on.

As the leader of this multi-disciplined team, 
you’ll help us to develop, manage and deliver a 
comprehensive range of customer-centric services. 
You’ll be responsible to both the Group Board of 
Management and our customer representative 
body, the Gateway Membership Team.

We’re aiming to be amongst the top performers 
in the housing sector, so you’ll develop a vision 
and culture within the directorate that helps us 
to achieve a top-quartile customer experience 
– driving high levels of satisfaction, operational 
efficiency and strong employee engagement.

As part of the Executive Management Team, 
you’ll also play a key role in decision-making. 
Through your leadership, business knowledge 
and professional technical skills, you’ll contribute 
to our overall success and the development and 
growth of the business, helping us to improve 
services and meet ambitious performance targets.



Knowledge, skills, abilities and experience

• Degree level education or equivalent 
through relevant training and/or experience

• Relevant professional qualification  
e.g. RICS, CIOH, MBA

• Substantial experience at senior 
management level with organisational, 
departmental and budgetary responsibility

• Professional, driven, with excellent 
communication skills and constantly looking 
for ways to take customer experience to the 
next level

• Knowledge of property services, particularly 
incorporating an in-house delivery team, 
and/or housing management embracing 
all aspects of safety, financial, legal, and 
statutory obligations

• Strategic thinker that delivers on plans

• Experience of working at senior level with 
Boards and Committees

• Significant experience of leading, managing, 
developing and empowering staff at all levels 
in a changing environment

• Knowledge and experience of working 
in partnership with internal and external 
stakeholders to deliver improved services 
and performance

• Demonstrates the Group’s values

• Committed to the aims and ambitions of the 
Group and broader issues of social housing

Role profile: 
 Group Director of Customer Services

How we work

We are committed to embracing the most 
positive aspects of agile working. We take 
a blended approach to how we work, with 
the focus on meeting our customers’ needs 
and maintaining a visible and reassuring 
presence within our communities.

We believe in being forward-thinking and 
collaborative, so that employees have the 
flexibility to strike the right balance between 
working in our communities, in our shared 
spaces and remotely.

With digital technology at the heart of our 
work, individuals are empowered to decide 
the best way to meet the needs of their role.

Collaborative working and visible leadership 
are key aspects of the Group Director of 
Customer Services role. With that in mind, we 
would expect you to combine remote work 
with time spent working with colleagues in 
person at our Gateway House office. 



Directorate structure

Group Director  
of Customer 

Services

Housing 
Operations

Property
Services

Group structure



Meet the team
Our Executive Management Team: Our Group Board:

Chris Cheshire 
Chair

Chris is a 
Chartered 
Construction 
Manager 
with 37 years’ 

experience. He has been a Director 
of Asset Management for a large 
housing provider in London, as 
well as owning and managing his 
own businesses for the last 25 
years. He has been involved with 
the Group since 2016, initially as 
a Board Co-optee and Chair of 
Clarendon Living, before becoming 
Chair in 2021.

Nigel Benjamin
Nigel is a business 
consultant and 
coach, with over 35 
years’ experience in 

human resources and organisational 
development. He has been a 
member of a number of executive 
teams and boards as an executive 
director. Nigel is a Fellow of the 
Chartered Institute of Personnel and 
Development and is a Chartered 
Director.

Raz Hussain
Raz has over 8 
years’ experience 
working within the 
target-driven world 

of corporate business for large 
global companies, and has gained a 
wealth of experience both in banking 
and product development. She 
regularly undertakes voluntary jobs 
for charities and thrives on making a 
difference to people who need it the 
most. Raz is Chair of our Operations 
Committee and aims to utilise both 
her skills and life experience to help 
Watford Community Housing meet its 
objectives.

John Lavers
John has had a long 
career in the private 
sector, specialising in 
Corporate Treasury 

and the financing of large projects. 
Before joining Watford Community 
Housing he had 17 years’ experience 
as a Board member of other housing 
associations. He is passionate about 
contributing to Watford Community 
Housing’s ability to finance its growth 
while continuing to improve the quality 
of services to residents. 

Jamie Ratcliff
Jamie is Executive 
Director of Business 
Performance and 
Partnerships for 

Network Homes. He has almost 
15 years’ experience in housing. 
In that time, he has overseen the 
completion of over 50,000 affordable 
homes, established multi-billion 
pound investment programmes, and 
developed and implemented statutory 
housing strategies.

Kennedy Rodrigues
Kennedy has 30 
years of business 
experience, working 
mainly in senior 

Commercial Finance roles. His 
Board level experience has been 
in retail, telecoms and recruitment, 
with his last role being Commercial 
Finance Director for an international 
recruitment company. Kennedy’s 
family first came to Watford in 1973, 
so he has a close affinity to the local 
area and its residents. He plays an 
active part in the community through 
his voluntary work as the treasurer 
and caseworker for the SVP charity in 
Watford.

Michael Suarez
Michael works as a 
Consultant Director 
with one of the UK’s 
top four consultancy 

and audit firms, which has offices in 
Watford. His area of expertise covers 
the not-for-profit sector including 
housing associations and other 
registered social landlords, as well 
as local and regional government 
and health industries. Michael has 
had a range of experience as a non-
executive director, including with one 
of the public sector’s leading financial 
management accountancy bodies. 
He joined the Group Board in 2021 
and is also Chair of our Audit & Risk 
Committee.

Marsha Thompson
Marsha is a BA Hons 
Politics and Sociology 
graduate currently 
working as a careers 

advisor for young people. Marsha 
has co-ordinated and developed a 
Social Action Campaign targeting 
youth unemployment and she has 
independently delivered educational 
events that encourage young people 
to engage in their local communities.

Paul Richmond 
Deputy Chief 
Executive

Paul is a qualified 
accountant 
who worked 

in the financial services sector for 15 
years. As Deputy Chief Executive, he is 
responsible for ensuring we have the 
right resources to meet our ambitious 
goals. This includes delivering strong 
financial performance and ensuring we 
have the treasury facilities in place to 
support our growth, as well as leading 
our IT and HR teams. 

Helen Town 
Group Director 
of Partnerships

Helen has 
30 years’ 
experience 

across the voluntary, public and private 
sectors, with the majority of that time 
spent in management and leadership 
roles. She will join us as Group Director 
of Partnerships in February 2022 after 
more than six years at Northampton 
Partnership Homes, where she holds 
lead responsibility for development 
and asset management. 

Tina Barnard   
Chief 
Executive

Tina has 
been Chief 
Executive 

since we were formed in 2007. She is 
a qualified accountant who has been 
in the housing sector for nearly 30 
years, working as a Finance Director 
in three housing organisations – 
CHP, Worthing Homes and New Era 
– as well as a financial analyst at the 
Housing Corporation.

Tina has also been a Non-Executive 
Director for a number of housing 
and charitable organisations, and 
is currently on the Board of the 
Hertfordshire Local Enterprise 
Partnership.

As Chief Executive, Tina has 
overall responsibility for delivering 
Watford Community Housing’s 
Business Plan by working closely 
with directors, managers and 
staff, including the Marketing and 
Communications team, who report 
directly to her.



Remuneration package

Group Director of Customer Services

Salary package worth: £130,000 

Alongside a competitive salary, we offer an array of additional 
benefits as we want to help our people get the most out of life. 

These include a generous holiday allowance, an excellent 
pension scheme with contributions up to 11%, a car allowance 
and exclusive discounts for a wide variety of shops, restaurants 
and leisure activities. We also have a performance-related 
pay and bonus scheme for all staff, to ensure that our top 
performers are recognised and rewarded. 



Making your application
Now you know all about us and the role, it’s time for us to hear 
more about you and how you would help turn our plans into reality. 
Here’s a reminder and a few instructions about what to do next.

Make sure you’ve gone through this pack carefully: 
Read the pack and review our plans, as set out in our 
Business Plan – Let’s Go! 

1

2

3

4

Review your CV: 
Tailor your CV and in doing so present it so that it aligns your 
achievements to what we aim to achieve through our Business 
Plan and associated strategies – Let’s Go! Make sure it clearly tells 
us what you can bring to us and it’s no longer than three pages. 

Send your application into us – before the deadline: 
Answer the questions and send your CV – with the job role in the 
subject line – to recruitment@distinctivepeople.co.uk by 9am on 
Monday, 29th November.

Answer our three questions on video: 
There’s no supporting statement needed, just click on this link and 
give us your three answers on video. Your video will be submitted 
automatically. Your application won’t be accepted without it. 

Closing date and time for applications 9am on Monday 29th November  

First stage interviews Monday 6th December  

Final stage interviews 
Subject to government regulations, all stages of 
the process will be held in person at our Gateway 
House office.

Afternoon of Tuesday 14th December and 
Wednesday 15th December (you will be required 
on both days) 

The key dates

https://www.wcht.org.uk/let-s-go!/
https://www.wcht.org.uk/let-s-go!/
mailto:recruitment%40distinctivepeople.co.uk%20?subject=Group%20Director%20of%20Operations%20for%20Watford%20Community%20Housing
https://app.willotalent.com/invite/9Bxgbj/


Watford Community Housing
59 Clarendon Road
Watford, Hertfordshire
WD17 1LA
T: 0800 218 2247
E: enquiries@wcht.org.uk
www.wcht.org.uk


