
Candidate brief
Brief for the position of: 
Director of Neighbourhoods



Welcome to 
Moat Homes

Moat is one of the top 30 housing associations within over 
20,000 homes across Kent, Essex, Sussex and London 
and a development pipeline of 1,600 new affordable 
homes. In addition to our head office in Dartford, we have 
bases in our communities in Medway, Ashford, Maldon, 
Horsham and Pollards Hill in Merton, London.

We are a strong social landlord that cares. We are good 
at what we do but always want to better. We know that 
our business, customers and their expectations are 
continually changing, and we have been working to be 
in a position where our teams and services can respond 
to change. 

I am looking for a Director of Neighbourhoods to join my 
team at this exciting time. The current post holder, who 
is taking up a secondment opportunity, has successfully 
restructured the directorate, reset our Customer Offer, 
reframed our relationship with our customers and 
refocused our vision. We’ve done a lot of work but there 
is still much more to do.

 We have an excellent and strong foundation for the 
successful candidate to use their skills, experience, ideas 
and personality to build on the good work we are already 
doing, further develop our vision and take the Directorate 
into the next stage of their evolution. 

Thank you for your interest in joining the team here at Moat. 

Anne-Britt Karunaratne
Executive Director: 

Housing & Customer Services

The person I am looking to work with will be a natural 
and inspirational leader, warm and approachable, and a 
dynamic housing expert. They’ll have a track record of 
excellent service delivery in both housing and social value 
activity that works for both customers and staff. 



Pollards Hill, Mitcham
This year saw the majority of our regeneration 
works at Pollards Hill being carried out. Over a 
three year period we will have spent over £23m on 
the regeneration. The regeneration has a big focus 
on helping the community improve their lives and 
their neighbourhood. An example is a business 
start-up studio, funded by Moat and United Living, 
which provides affordable workspace, mentoring 
and advice to allow the young entrepreneurs to 
network and provide support for each other.



Our values
By living our values, we deliver continually high service 
levels to our customers, whether they are residents, 
stakeholders or partners:
• Do the right thing
• One step ahead
• Making it happen together
• Easy to communicate with
• Fairness in everything we do
• Ambitious for our customers, ambitious for ourselves

Valuing equality and diversity
We value diversity and are committed to promoting 
equality and to tackling all forms of discrimination 
through our role both as a landlord, service provider 
and an employer.  We do not discriminate against 
age, disability, gender reassignment, marriage or civil 
partnership, pregnancy and maternity, religion or belief, 
race (ethnicity, colour and national original), sex and 
sexual orientation.

About us

We are incredibly proud to be:
• An experienced and compassionate landlord in our 

communities
• Dedicated to building strong relationships with the 

local authorities in the areas we work in
• One of the Homes England delivery partners, 

developing around 700 new homes every year
• Financially strong, allowing us to deliver excellent 

services to our customers and build new homes
• An established expert in providing shared ownership
• An employer of 350+ members of expert and 

passionate staff.

What we do
For over fifty years we have sought to help people in 
housing need to have somewhere they can be proud to 
call home.

Our vision
Our vision is simple; it’s to end housing need. We are 
dedicated to being a supportive and reliable landlord; 
providing fantastic services to our customers, investing 
in the communities we work in and continuing to build 
new homes to help combat the housing crisis.

We are a leading housing association, owning and managing  
over 20,000 homes in the South East.





The role

Key tasks:

• Lead and direct the Neighbourhood Services teams to 
provide outstanding and consistent services that reflect 
the Moat Customer Offer, ensuring that contractual, 
legal and regulatory requirements are met.

• Provide contract management of suppliers, including 
managing agents, grounds maintenance, estate 
cleaning, legal services.

• Develop and manage the directorate budget and 
deliver the KPI’s, ensuring that staff are engaged in 
the performance outcomes that are required and are 
supported and coached to deliver them.

• Contribute to the management of Moat as part of the 
senior leadership team (SLT) and support the strategic 
and business planning processes for the directorate 
and the wider organisation.

• Empower, train resource and motivate the staff team to 
make a positive difference, delivering a great service.

To carry out all duties in accordance with Moat’s:
• Equal opportunities policy
• Health and safety policy

• Policy on confidential reporting (whistleblowing)

To carry out any other duties consistent with the post 
that may be required from time to time, at the discretion 
of the line manager.

Job title 
Director of Neighbourhoods 

Reports to 
Executive Director of Housing and 
Customer Services 

Directly supervises 
Head of Neighbourhoods (for each region)
Head of Retirement & Supported Living
Estate Services Manager
Head of Moat Foundation

Main purpose of job:
To lead and develop the Neighbourhood Services directorate, including Moat Foundation, to ensure 
consistently high-quality services across all tenures and drive to make a real, quality difference to people’s 
lives and communities. 



Person specification
CORE COMPETENCIES

Drive for results

Customer service

Teamplay

Interpersonal effectiveness / managing relationships

Change orientation

MANAGEMENT COMPETENCIES

Managing people and performance

Managing resources

Strategic capability

Visionary leadership

Entry requirements:
• A strong customer service focus.

• Clear alignment with our Values.

• A good standard of education, probably at degree level.

• Evidence of accomplishment in managing and 
motivating a large, multi-site team within a large 
organisation.

• Experience of running large budgets.

• A good understanding of the social housing sector.

• A professional housing qualification and a thorough 
understanding of the legislation and regulations relevant 
to landlords and tenants. This should include an 
understanding of the differing tenancy arrangements 
within the sector, including shared ownership and 
Leasehold etc.

• Experience of delivering social value initiatives across a 
range of customer groups.

• Experience of working with a multi-agency approach to 
resolve housing issues.

• Some experience of contract management both in 
managing third party contractors and being the supplier 
delivering services against a PFI or similar contract.

• Appropriate means of transport and the ability/
willingness to attend meetings in varying locations 
outside of core hours.

Proficient requirements
• To be able to role-model customer service focus 

and company values for the directorate, and the 
organisation as a whole.

• Highly adept at leading and managing complex,  
multi-site operations.

Personal qualities
• Passionate about making a difference to our business, 

to our people and to our communities.

• A good delegator who manages their team in a way 
that encourages others to grow, but also fosters 
a positive and supportive environment, taking 
responsibility for team outputs. 

• A self-confident, self-aware leader, who has can inspire 
others to build a great organisation. 

• Excellent people management skills and a natural 
collaborator with the ability to distil and deliver key 
messages to a variety of audiences.

• Ability to work strategically – evidence of setting long-
term vision and direction taking into account conflicting 
priorities. 

• Strong communication skills both orally and in writing, 
with a clear, succinct and flexible style and the ability 
to deal effectively with complex and challenging 
situations. 

• High levels of interpersonal skills such as 
communication, negotiation, positive challenging, 
influencing, persuasiveness. 

• Resilient, able to work in a large organisation 
and comfortable with the placed by public sector 
accounting and propriety. 

• A strong track record of successful delivery of social 
value initiatives across varying groups.

• Evidence of skilful management of third-party contracts 
and of successful delivery of services within a PFI (or 
similar) setting.



Stage Date

Closing date Sunday 27 October 2019 at 11pm

Longlist meeting w/c 28 October 2019

Online tests w/c 28 October 2019

Shortlist meeting w/c 4 November 2019

Interviews 18 November 2019

October 2019 - 100

Timetable How to apply
To apply, please submit an online application form 
via our careers site including a copy of your CV that 
addresses the criteria set out in the person specification, 
using examples to demonstrate how you meet the 
essential requirements.

Your team

Director of Neighbourhoods (NBHD)

Executive Director:
Housing and Customer Services

Head of NBHD:
Kent

Head of NBHD:
Essex

Head of NBHD:
London & Sussex

Head of 
Supported & 
Retirement

Estate Services 
Manager

Head of Moat 
Foundation

Applications must be received by 11pm on 
Sunday 27 October 2019. 


