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Welcome from Sue Shirt
Thank you for your interest in working  
with Stonewater.

There is a quote; ‘If you love the job you do, you 
will never work a day in your life’. I won’t claim 
there aren’t some days it doesn’t feel like this 
but, if anyone asks me if I love my job, the answer 
is always an unequivocal ‘yes’, with a passion. 
Housing is a diverse and challenging sector. 
At Stonewater we seek to blend business with 
social conscience, to support families to thrive, 
to help young people achieve their dreams and to 
nurture the potential in our communities.

The pandemic has been devastating in so many 
ways; we’ve had to step up and think creatively, 
not only in the moment, but to anticipate the 
changing landscape and what that means for 
us and our customers. Our vision – for everyone 
to have an opportunity to have a place that they 
can call home – remains the same, but what 
that looks like in reality and how we serve those 
customers is being totally re-imagined. It’s a 
catalyst that’s set us apart, in our service design, 
in our relationships with partners and in the 
way we build new homes. If this way of thinking 
appeals to you, and you thrive on hard work, then 
you’re the sort of person want to hear from.

As Director of Housing Operations, you’ll 
work together with our teams and customers 
to anticipate community aspirations, inspire 
our people, design our approach, and use 
technology to drive satisfaction, efficiency, and 
performance. Ultimately, to know when to lead 
and when to follow, then to make it all happen. 

While understanding social housing is important, 
you’ll also need energy, ambition, great people 
skills, sensitivity to the political landscape and 
the drive to deliver results in a way that reflects 
our ethical ethos. I promise it’ll be hard work – 
you will laugh, you will occasionally be frustrated, 
but you can also thrive. Above all, you’ll be 
supported and encouraged to innovate, and to 
continually grow in knowledge and confidence. 

If you’d like to embrace this opportunity to 
truly make a difference, then we’d love you to 
be part of our Stonewater journey.

I look forward to hearing from you.

Sue Shirt
Executive Director – Customer Experience

Sue Shirt
Executive Director – Customer Experience
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Stonewater at a glance

Annual turnover
of around

£210m
£2bn

in fixed assets
76,000 
customers

34,500
homes

1,500
new homes a year 

from 2022/23

800+
colleagues

131
Local Authority

partners

One  
Stonewater
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Who we are

Stonewater is a leading social housing provider, with a mission to deliver 
good quality, affordable homes to people who need them most. 

We manage around 34,500 homes in England for over 76,000 customers, 
including affordable properties for general rent, shared ownership 
and sale, alongside specialist accommodation such as retirement and 
supported living schemes for older and vulnerable people, domestic abuse 
refuges, a dedicated LGBTQ+ Safe Space, and young people’s foyers. 

Find out more here.

Our Vision and Mission

Everything we do is driven by our vision for everyone to have the 
opportunity to have a place that they can call home.

Our mission is to offer quality homes and services for people whose 
needs are not met by the open market. 

Our priorities for 2019-24 are captured in nine strategic objectives,  
which you can read here.

Find out more

For more information about Stonewater, visit our website.

You can read our Customer Annual Review here and  
Annual Report & Accounts here.

About Stonewater

https://www.stonewater.org/about-us/
https://www.stonewater.org/about-us/our-vision/
https://www.stonewater.org/
https://customer-communications.foleon.com/annualreview2020-21/customer-annual-review-2020-21/still-here-for-you/
https://www.stonewater.org/media/5686/0821-stonewater-ara-glossy-web-singles.pdf
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Our Customer Promise

We are proud to make things personal. If it matters to our customers,  
it matters to us.

To work at Stonewater is to live and breathe our Customer Promise. It’s what makes us 
Stonewater and it shapes every single thing we do. 

Every colleague, whatever their role, is challenged to put customers – external and internal – at 
the heart of each project, process, decision and service.

We’re always asking ourselves what more we can do and how we can create a culture where our 
customers feel listened to, valued and respected. Nothing is more important at Stonewater. 

We also want to go further, faster. We’re enthusiastic champions of the Social Housing White 
Paper’s ambitions and committed supporters of Together with Tenants.

We are proud to make it personal and our Customer Promise, aligned with our values, is how  
we will create the very best customer service. 
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Housing Operations
Across Customer Experience, we connect with 
thousands of our customers each day, working 
hard to ensure that we deliver an excellent 
service and fulfil our Customer Promise, to 
understand what matters to them.

You will be leading our Housing Senior 
Leadership Team, whose role is to ensure that 
colleagues are equipped and supported to do 
the very best they can every day – bringing to 
life our organisational strategies, policies and 
practices, monitoring and seeking continuous 
performance improvement, spotting and 
acting on trends and issues as they arise, 
and breaking down barriers to resolve those 
frustrations that get in the way. 

Alongside this, our eye is also always on the 
future, ensuring that we are learning from 
our collective experience and from the world 
around us. We’re serious about listening to 
what customers and colleagues are telling us, 
so that we can collaborate both internally and 
externally, with our partners and stakeholders 
to ensure we embrace innovation and evolve 
our practices.

We work together as a close team – each taking 
a lead on agreed priorities, bring diversity 

of thought and ideas to the table – we share 
collective responsibility for the whole. 

You’ll have ownership of leading operational 
delivery across Stonewater’s Customer 
Experience Directorate made up of 449 
colleagues, continuing the development  
and delivery of our unique service model, 
pushing continuous improvement and 
developing greater consistency, cohesion  
and synergy nationally. 

Our aim is to provide a service offer which is 
consistent in quality while being locally tailored 
and which demonstrates how virtual tools can 
be person-centred, and how a patchless model 
can be empowering and community focused. 

We’re committed to ensuring that customers 
are at the heart of everything we do across 
a nationally dispersed portfolio, including 
our social and affordable rented, retirement 
living (rented and leasehold) and shared 
ownership homes – as well as our specialist 
support services working with young people 
and survivors of domestic abuse. In addition, 
you will have responsibility for the delivery 
of housing management on behalf of our 
partners, Legal & General.
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Operational Directors Group
Alongside your responsibility for day-to-day 
housing leadership, you will be a member of 
our Operational Directors Group (ODG).  

This group supports the Executive Directors 
Group (EDG) in developing strategic direction, as 
well as working closely with directorates across 
our organisation to monitor our performance. 

This provides a great platform for personal 
development, succession opportunities and  
a spotlight for your area of the business.

Operational  
Directors  

Group

People  
Operations

Strategy & 
Transformation

Finance 
Operations

Homes 
Operations

Development 
Operations

IT & Data 
Operations

Housing 
Operations
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Life at Stonewater
Our Values

Our values – ambitious, passionate, agile, commercial and ethical – are 
designed to recognise that it’s not just what we do that matters, it’s how we 
do things that’s really important too. Each year, we recognise and reward 
those colleagues who truly bring our values to life in our Values Awards.

Our people

Our aim is for our colleagues to be engaged, developed and equipped 
with the knowledge, tools and passion they need to perform at their best 
during their career at Stonewater. 

We work closely with our colleagues to understand what makes Stonewater 
a great place to work. We’re very proud to have been named one of the 
Sunday Times Top 100 Best Companies in the South East and in the 
Midlands, as well as one of the Top 25 Housing Associations to work for.

We want colleagues to bring their whole selves to work, and equality, 
diversity and inclusion is at the heart of this. Our networking groups 
enable everyone to share their stories so we can get to know each other 
better, and celebrate our differences and similarities. Initiatives such as 
our #IAmStonewater campaign highlight how our personal uniqueness 
adds real value to our organisation.

Ethical

AmbitiousCommercial

PassionateAgile
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Role summary
Line manager Executive Director – Customer Experience

Role Director of Housing Operations 

Location Home Based with national travel

Direct reports Customer Experience Senior Leadership Team

Organisational Context This role sits within the Customer Experience Directorate with overall responsibility for operational service 
delivery and customer experience across all housing tenures

Scale and Scope of Role • Responsible for housing operational teams comprising around 320 colleagues

• Annual operational budget of around £36m 

• Annual rental income of around £200m

•  Responsible for housing operational delivery and policy that impacts across more than 34,500 homes and 
76,000 customers at national level

•  Accountable for the achievement of agreed deliverables in line with the corporate strategic plan, creating a 
culture enabling positive risk management and decision making as close to the customer as possible 

• Flexibility to work nationally and antisocial hours when required due to the nature of the business

Communication and  
Working Relationships

Develop positive and engaging relationships with a broad range of external stakeholders including CIH, NHF, 
key LA partners, customers, scrutiny panel members, commissioners, regulator, other partner organisations, 
other professional advisors.

Promote a collaborative approach working across the organisation, in particular building strong relationships 
with Board and Challenge and Assurance Panels, EDG, SLT, Finance Team, HR&OD, Performance Team, 
Transformation Team, operational staff in housing, asset management and development.
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Role summary
Line manager Executive Director – Customer Experience

Role Director of Housing Operations

Role Purpose Accountable for the leadership, strategic direction and management of all Housing Operations Teams to 
ensure strategic objectives and external targets are achieved or exceeded. 

Accountable for delivery of all housing operational services to the highest possible standard of service to our 
customers. To develop a customer excellence, performance culture across all housing operational teams. 

To consider the emerging needs and expectations of customers ensuring that services continue to develop  
to meet those aspirations.

Through personal example, ensure that Stonewater’s Customer Promise, Vision, Mission and Values  
are upheld and demonstrate a positive customer-first approach in all interactions with colleagues  
and stakeholders.

Deputy to the Executive Director – Customer Experience, acting as designate to support the business, 
providing effective cover during absences and ensuring business continuity at all times.

To be a member of the Operational Director Group – making strategic and significant operational decisions 
across the business within agreed delegations – taking collective responsibilities for recommendations to the 
Executive Director Group. 



Stonewater candidate information – Director of Housing Operations 11

Role summary
Line manager Executive Director – Customer Experience

Role Director of Housing Operations 

To be successful, the candidate 
will have:

Extensive experience of providing visible leadership, building capable high performing teams, strong employee 
engagement and rigorous performance management. 

An innovative and strategic thinker with commercial acumen, a strong customer focus and a track record 
of translating strategy into action, delivering largescale complex business transformation programmes, 
achieving positive outcomes for customers, employees, cost and the organisation as a whole. 

Substantial experience negotiating and managing complex senior stakeholder relationships and the resilience 
to effectively manage adverse situations in a positive way.

Strong evidence of evidence-based service improvement across multiple channels and multiple products gained 
at a senior level in a large-multidivisional, multi-site private, public or not-for-profit sector organisation.

Working collaboratively with colleagues promoting a ‘One Stonewater’ approach to jointly achieve  
strategic objectives.

Innovative and imaginative with the ability to bring together policy, strategy and service improvement to  
drive efficiency and customer focussed service delivery across the whole department.

Strong analytical skills, with the ability to assess risk and quickly distil large amounts of information from a 
variety of sources into sound recommendations, and communicate complex issues clearly to a broad range  
of stakeholders.

Educated to degree level or equivalent, through relevant training and/or experience, with a relevant 
professional or management qualification.

Extensive experience of operating at a senior level, in housing management services across a range of tenure 
types, or within a comparable environment operating within a regulatory framework.
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Our structure

Sue Shirt
Executive Director  

Customer Experience

Rachael Elsegood
Executive Assistant to Executive 
Director (Customer Experience)

You
Director of  

Housing Operations

Karen Stephens 
Director of Transformation and 

Customer Influence

Emma Cook
Customer Experience Director

Customer Contact

Dave Lockerman 
Customer Experience Director

Lettings, Income &  
Customer Voice

Isabel Varey
Customer Experience Director

Housing Management

Helena Doyle
Customer Experience Director

Wellbeing

Marcus Canning
Assistant Director of Customer 

Experience

Commercial & Revenue
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Customer Experience – Ops Team

You
Director of Housing Operations

Customer Contact Lettings
Tenancy & Leasehold 

Management
Retirement Living Rent Setting & Service Charges

Income Maximisation Neighbourhoods Domestic Abuse Services Commercial Services

Customer Voice & Influence Community Resolution Young People’s Supported Living

Partnerships
Graduates, Work Placements & 

Ops Delivery Support
Employability & Volunteering

CX Admin

Emma Cook
Customer Experience Director

Customer Contact

Dave Lockerman 
Customer Experience Director

Lettings, Income &  
Customer Voice

Isabel Varey
Customer Experience Director

Housing Management

Helena Doyle
Customer Experience Director

Wellbeing

Marcus Canning
Assistant Director of  

Customer Experience

Commercial & Revenue



Stonewater candidate information – Director of Housing Operations 14

The package

Salary: circa £100,000 pa

Car allowance: £6,675 pa

Home Based Working A retirement savings plan  
– up to 7% matched contribution rate

Life assurance  
– 3.5x contractual pay

Up to £10k interest-free loan for  
home work spaces

24/7 access to a totally confidential 
counselling helpline

Healthcare cash  
plan

Career development and  
progression opportunities

Holiday starting at  
26 days

Deals and Discounts on  
shopping, travel, optical etc

Cycle to work  
scheme

Annual Company  
Day

Values Award  
celebration events

Team building  
days

And much more…

Stonewater supports equality of 
opportunities and are dedicated to being a 
diverse, inclusive, and supportive workplace. 
We are a Disability Confident employer.

At Stonewater we offer excellent benefits which help make us a great place to work!

Benefits
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This is a fantastic opportunity and you are welcome to explore it further 
with our retained recruitment partners, Distinctive People. 

Contact Mark Glinwood on 07944 411 484 or submit your CV with  
a covering letter to mark.glinwood@distinctivepeople.co.uk

Closing date: 17 January 2022

Longlisting: 19 January 2022

First stage interview: 27 January 2022

Second stage interview (for successful candidates): 28 January 2022

How to apply

mailto:mark.glinwood%40distinctivepeople.co.uk?subject=

