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Customers and communities are at the heart of our purpose. Providing secure 
and affordable housing, developing strong relationships through true community 
engagement, partnerships and strong collaboration to support continual 
improvement, helps to create trust and confidence.

We know that you know how much of a difference high quality housing, safe and 
inclusive communal spaces, and proactive collaboration can make.

Because it’s where real change, inclusivity and empowerment begins.

Are you someone who can lead our housing and communities services?
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We’re all about better futures. For people and comunities.
But we’d be nothing without the amazing crew that make everything we do for customers and communities possible. 
We’re on the hunt for someone who can make our services and the people who deliver them the best they can be.

As a housing association that’s been providing homes and 
services for almost 20 years, we’re proud of the difference 
we make. We don’t just provide homes – we support 
customers and the communities they live in to thrive. 
 
We’re one of the few organisations nationally to achieve 
Investors in People Platinum standard and people tell us 
they love working here. Our last staff survey gave us a net 
engagement score of +58 and 85% of our people agreed 
with the statement ‘My working environment is one where I 
am proud to work for and feel loyal to the business.’ 
 
We know there is a huge amount of be proud of and 
celebrate when it comes to our people and our culture. But 
we don’t take the challenge of being an organisation that 
people want to be part of lightly. 

We also know that a changing world puts new pressures on 
the people we house and the places where they live and that 
there are areas where we can still do better. 

So as well as developing and overseeing our services in the 
community, you’ll need to support our people through 
 

To deliver great services and thriving communities, we 
need our people to be:

•	� Empowered to do what’s right for customers and 
communities.

•	� Supported with the right technologies, skills  
and working environment. 

•	 Part of an inspiring, inclusive team.

 
 
change and create a place of psychological safety where the 
team can help transform our communities for the better. 
 
We need the right person to build, lead and shape our 
Communities team and the services they deliver. 
 
That’s where you come in.
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Housing & Communities 
team purpose
Our purpose is to create a safe, secure and 
inclusive environment where our customers 
can thrive. 
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About you

First and foremost, you’ll be someone who has a passion 
for housing. You’ll need to be forward-thinking, thrive on 
challenge and lead with integrity.

You’re likely to be:

You’ll be comfortable working with the senior leadership 
team to shape and lead strategic change and you’ll work 
alongside our Director of Assets & Repairs to ensure cross-
team alignment in delivering quality homes and  engaged 
communities.

Equally, you’re probably used to communicating and 
building relationship with teams at all levels. You should 
enjoy a blend of strategic thinking and insight-digging as 
you join the dots between objectives and data to improve 
services, to create an effortless customer experience, 
measure success and bring our values to life.

An existing director seeking a new challenge in a 
forward thinking organisation or a head of housing 
and communities seeking a step up in responsibility 
and leadership.

Customer-focused in your approach and commited 
to inclusivity, collaboration and positive change 
initiatives.

Someone who has a good understanding of social 
housing, policy and compliance.
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About you cont.

You’ve probably worked in a senior housing and communities role so 
far. And you’re likely to have experience of collaborating with partners 
and influencing strategic decisions while ensuring a great customer 
experience.

You will have a good understanding of the Consumer Standards and 
an appreciation for customer feedback and its value.

 In return for your energy, skills and passion you’ll have: 

We’re seeking someone who is passionate about social housing  and delivering 
excellent customer experiences.

A generous remuneration package based around a 
starting salary of £98,179.

The opportunity to play a central role in shaping and 
delivering our strategic vision for safe, inclusive and 
sustainable communities.

A working environment that embraces flexible and 
agile working including use of our modern, high spec 
workspaces and great technology.
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We’re a highly successful, independent, not-for-profit organisation providing homes and 
support for thousands of people across the East Midlands. 

Our motto is:  

Providing quality homes and services for better futures. 

A big part of your role will be to help us make sure our FACTS values are more 
than words on a page, but are truly part of how we think, feel and behave.

These are:

Everyone is expected to show how they live our values as part of the 

recruitment process – especially you.

We marked our 15th anniversary with this sculpture that celebrates many 

of the great things our people have to say about working here.
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Post:

Director of Communities

A few key points from our role profile: 

•	 �Support the Head of Voids & Relets in developing our voids management and home choices service, 
ensuring an excellent customer experience. 

•	 Lead the development of partnership working within and outside the organisation, to maximise 
resources and impact through joint initiatives for delivering services tailored to customers’ needs. 
Represent Futures in discussions and monitoring of any existing, proposed, or new service provision 
with local authority partners. 

•	 Play an ambassadorial role in developing an effortless customer experience mindset and culture across 
the organisation, ensuring that all team are consistent in their understanding of what their contribution 
is to the customer experience. 

•	 Ensure that service activities are carried out to the highest standards of integrity and professionalism 
and align with strategic objectives and in accordance with legal, regulatory, and statutory requirements. 

•	 Keep abreast of developments in best practice, horizon scanning to identify necessary changes to 
the customer experience strategy, ensuring impact is understood and managed effectively across the 
customer facing services. 

•	 Sponsor transformation activities by enabling first-hand understanding of the current customer 
experience as seen through customer’ eyes, across all touch points. 

•	 Be the lead sponsor for our commitment to tackling domestic abuse and safeguarding adults  
and children. 

•	 Effectively lead teams through change management, ensuring minimum impact on overall  
performance and costs. Responsible for reporting overall performance for discussion with Group 
Directors and Board. 

Download the full role profile here.

About the job

Location:

Hybrid / Castle Donington, DE74 2SA

Responsible to:

Group Director Homes & Communities

Job purpose:

Develop the customer experience and communities 
strategic plans for the Group. Provide senior managerial 
leadership for communities, community engagement, 
independent living, supported housing and safeguarding 
& domestic abuse. Co-ordinate all associated activities to 
ensure smooth and efficient delivery.
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Experience of effectively leading teams, including managing self and others 
through change. 

Experience of managing large numbers of tenanted and leasehold properties. 

Understanding of the strategic issues related to affordable housing, including the 
role of local authorities and regulatory bodies. 

Experience of developing and implementing service initiatives with diverse groups. 

Experience of working with people who have specific needs and characteristics. 

Experience of strategic planning, commercial and operational running of customer 
facing teams. 

Demonstrable experience of building strong working relationships with external 
stakeholders and partners. 

Knowledge and understanding of legislation frameworks and key issues in the 
sector including specific knowledge of tenancy law

Sound financial management capability. Proven ability to manage budgets and 
maximise resources. 

Demonstrates organisational skills with the ability to manage multiple projects and 
initiatives and meet conflicting demands. 

Possess problem solving and analytical capability. Experience of managing 
ambiguity and analysing metrics to find root causes and develop short, medium 
and long-term plans. 

Strong attention to detail and identification and mitigation of risks. 

Ability to coach and facilitate performance through others. 

Ability to effectively develop and maintain a wide range of partnerships. 

Strong commercial management and acumen, ability to understand risk and exploit 
opportunities. 

Full or working towards a professional qualification in housing*                

All of the following requirements are essential, unless marked with a * indicating that they are desirable.

Knowledge, skills and experience



An important aspect of working at Futures is the ability 
to recognise, demonstrate and apply our values to 
ensure we deliver an effortless customer experience. 
These are embedded in all roles and you are expected 
to align your behaviours with our values which are;

Flexible

•	� We are flexible in our response, ensuring we meet 
customer demands.

•	� We are flexible around when work is done, as long as 
customer and business needs are met.

•	� We adapt how we work, recognising people have 
different preferences.

Accountable

•	� We are accountable for our individual actions.

•	� We understand the impact that our actions have on 
others and the environment around us.

•	� We are always looking to find innovative ways of 
working in order to provide effortless customer 
experiences that are value for money.

Customer centric

•	� We work together to deliver effortless experiences for 
our customers.

•	� We make the most of great technology and workspaces 
to deliver the best outcomes for our customers and the 
business.

•	� We make sure our customers are at the heart of 
every decision we make, considering the impact these 
changes make on their lives. 	

Trusting

•	� We trust team members to find a balance between 
work and supporting their wellbeing.

•	� We are trusted to make the best decisions to meet the 
needs of our customers.

Supportive

•	� We value authenticity and embrace our differences and 
diversities.

•	� We own our own learning and support development in 
others.

•	� We are open and honest with each other.

•	� We are personally responsible for upholding the way 
we work and our culture.

FACTS values
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If you’re the right person for us, we’ll offer a competitive package, including:

•	 Competitive salary package  
	 (in the region of £98,179). 

•	� 30 days’ holiday, plus Bank Holidays with the option 
to buy and sell more.

•	 37 hour working week.

•	 Private healthcare options.

•	 Defined pension contribution scheme. 

•	 Online and high-street discounts.

•	 State-of-the-art workspaces with free parking.

And the package

•	 Medical cash plan.

•	� A 24/7 employee assistance programme offering free and 
confidential counselling, legal and financial support and 
practical advice.

•	 Flexible working for most roles.

•	 Career break options.

•	 Enhanced maternity and adoption pay.

•	� A range of training and development opportunities 
which include professional sponsorship, coaching and 
mentoring, secondments and apprenticeships. Our 
ability to help people in their career development 
is also supported through being joint-owner of 
Access Training, which provides high quality training, 
apprenticeships and recruitment support to business 
and individuals across the East Midlands.
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How to apply 

Thank you for your interest, we look forward to hearing from you!

Role profile and closing date can be found at: 
https://futureshg.current-vacancies.com/Jobs/Advert/3853623?cid=1766

For any questions or a confidential chat please contact Tracey Coupland at 
recruitment@futureshg.co.uk

Your CV needs to include the following: 

•	 Employment history with dates and reasons for any gaps.

•	 Education and qualifications. 

•	 Membership of relevant professional bodies.


