
 

 
 

Director of Operations 

Do you want to join a winning team? We are looking for a Housing Professional with a laser focus 

on customer service and satisfaction. 

Are you able to ensure that our ambitions of maintaining top-quartile performance and better, is 

delivered, and demonstrate that you have the all-round skills, competence, knowledge and 

experience to move the service forward with innovation and creativity? 

As part of the Senior Management Team reporting to the Chief Executive and working closely with 

the Board, you will live and breathe the values of Ekaya Housing Association and ensure that the 

voice of the customer is heard. This is an exciting time to be joining Ekaya, we have ambitious 

growth plans, and you will need to be comfortable working operationally and strategically, with 

the energy and drive to inject pace into how we do things. 

An inclusive and inspirational leader, who has operated in a complex and dynamic environment, 

you will need to be strategic but pragmatic in your approach and able to demonstrate success in 

working collaboratively with colleagues to deliver change. You will have exceptional 

interpersonal and communications skills and be a role model for staff. 

We are looking for someone who is technically strong with a hands on approach and excellent 

attention to detail, whilst also crucially able to see the big picture and steer strategically. The 

ability to develop strong relationships with a broad range of internal and external stakeholders 

will be key. 

We offer an excellent package, to include: 

• Competitive salary 

• 7% employer pension contribution 

• 4 x life insurance 

• Hybrid working 

• Employee Assistance Programme 

• 25 days holiday plus public holidays, rising to 30 days after five years continuous service 

• Health benefits 

 

Salary £89,250 per annum. 

 
To apply, please submit a current and up to date CV along with a personal statement. 

Ideally in no more than two pages we want to hear about your motivation for applying to this 

role/ organisation, and evidence of how relevant your offer is to the role specification. 

 
For an informal and confidential discussion about the role, please contact Ben Laryea, CEO on 

020 7091 1807. 

Please submit your completed application by email to recruitment@ekaya.co.uk  
 

No agencies please. 

 

Closing date: 5pm on Friday, 21st February 2025  
 

Interviews:  Friday 7th March 2025  

mailto:recruitment@ekaya.co.uk


 

 
 
 

DIRECTOR OF OPERATIONS 
 
Grade/Salary: As Advertised 

 
Reports To: Chief Executive 

 
Responsible For: Property  Services  &  Asset  Manager,  Housing  Services 

Manager,  Supported Housing Manager & Nursery Manager 
 

Hours: 37.5 hours per week 
 

JOB DESCRIPTION 
 
OBJECTIVES OF POST 

 
1. To lead, manage and continuously improve the delivery of customer facing services 

to achieve service excellence, and contribute to the achievement of Ekaya’s strategic 
objectives. 

 

2. To effectively manage the financial and asset resources of the Association, 
maximising income from rents, service charges, fees and contract income, and 
achieving budget targets. 

 

3. To devise, develop, and implement innovative strategies to achieve the corporate 
objectives of the organisation’s supported housing, housing management, property 
services and Nursery  provision. 

 
4. To motivate and inspire teams to deliver outstanding performance, high customer 

satisfaction  and value for money services. 
 
5. To have overall responsibility for the delivery of the asset management strategy, 

ensuring stock is maintained effectively and in conjunction with technical support to 
oversee the development  of the property portfolio. 

 
6. Lead in supporting staff to embrace change and transform the service delivery culture 

within the Operations team. 
 
7. Develop a directorate culture that is customer focused, pre-empts customer needs 

and makes good use of data to ensure the delivery of integrated housing and 
property services across Ekaya. 

 
8. As a member of the SMT play a full role in helping Ekaya achieve its strategic 

objectives by working closely with the Chief Executive and the Board 



MAIN DUTIES AND RESPONSIBILITIES 
 

1 Operational Leadership 

 
1.1 To lead, motivate and empower teams of staff to deliver service excellence, 

continuous  improvement and achieve value for money.  To ensure complaints 
handling complies with the Housing Ombudsman’s Complaints Handling Code, 
performance meets expected standards and complaints are used as learning 
opportunities to improve performance and service.  delivery. 

 
1.2 To be responsible for the effective leadership of the Association’s customer facing 

services  including housing management, support services, asset management, 
income management, lettings and customer services. Ensure that staff appreciate 
the importance of customer-first  and are sufficiently empowered to deal with issues 
before they escalate. 

 
1.3 To drive continuous improvement by leading systems and process reviews and 

implement innovative solutions to deliver change objectives. 
 

1.4 To devise and implement effective performance management systems, aligned with 
staff development and appraisal systems, to maximise staff performance and talent 
development, and contribute to achievement of organisational accreditations 
e.g. Investors in People 

 
1.5 To develop strategies, policies and SMART service improvement plans to achieve 

operational  and corporate objectives in compliance with the regulatory and 
legislative requirements. 

 
1.6 To have overall responsibility for Safeguarding and ensure compliance with the 

relevant regulation and legislation. To be the organisations Safeguarding lead, and 
Ofsted Designated Officer for Happy Nursery Days. 

 
1.7 To keep up to date with proposed policy, legislative, and regulatory changes in 

the sector operating environment and ensure Ekaya’s policies, procedures, 
corporate plans and strategies take account of relevant changes. 

 
1.8 As a member of the Senior Management Team to contribute to the development 

of new business, portfolio growth and partnerships with a range of stakeholders 
including other  associations, local authorities, funders, developers, and private 
landlords. Assist in making  decisions about Ekaya’s growth and management of 
new homes. 

 
1.9 To lead on the commissioning, procurement, and management of contracts to 

achieve the Association’s objectives, ensuring VFM and regulatory compliance. 
 

2 Financial Management 
 

2.1 To manage and monitor relevant budgets and authorise expenditure within levels of 
delegated responsibility for sustainability and to achieve value for money. 

 
2.2 To produce service budgets, monitor and review management accounts and other 

data to achieve Departmental and corporate financial targets and to ensure 
business plan and VFM  targets are achieved. 



2.3 To maximise income for the Association through effective management of 
rental, service charge, grants, contract and fee income streams. 

 
2.4 Implement creative approaches to minimising void revenue loss through 

effective management of property letting processes. 
 

2.5 To be responsible for ensuring that rent and service charge settings systems are 
implemented within statutory and regulatory timescales and in accordance with the 
Association’s policy and  procedures. 

 
2.6 To ensure timely collation and submission of data and reports relating to regulatory 

and statutory requirements, and contractual compliance, including funder and grant 
giving bodies. 

 
2.7 To ensure that operational services comply with the Association’s financial 

standing orders,  and relevant financial, statutory and regulatory requirements. 
 

2.8 In conjunction with the Director of Resources to be responsible for all aspects of 
leasehold management including sales, re-sale and staircasing, ensuring full 
compliance with regulatory,  financial and legal requirements. 

 

2.9 To ensure that Happy Nursery Days continues to remain financially viable and 
at least a  ‘Good’ Ofsted rating is maintained. 

 

3 Asset Management 
 
3.1 To have overall responsibility for delivery of the asset management strategy, 

ensuring effective procurement of services and contracts and delivery of 
value for money in the maintenance and improvement of physical  assets. 

 
3.2 To ensure effective and timely collection of property related data to inform asset 

management  plans and ensure the delivery of the annual maintenance plans 
including day to day, cyclical  and planned maintenance. 

 
3.3 To continually review service contracts within a performance management 

framework and deliver value for money and excellent customer service. 
 

3.4 To be responsible for health and safety compliance and reporting in relation to 
properties, including fire risk, asbestos, water hygiene, gas, electrical safety, 
damp & mould and lifts, and any other legislative or regulatory requirements. 

 

3.5 To ensure that a comprehensive, responsive and timely day to day, planned and 
cyclical maintenance programme is delivered within budget, achieving good tenant 
satisfaction, and to the required specification. 

 
3.6 To keep up to date with relevant sector studies, research and policy development 

media and keep the Association briefed on strategic opportunities for growth and 
portfolio development. 



4 Innovation 
 

4.1 To effect networking and research to identify and promote innovative strategies to 
improve services and financial performance.  As part of the SMT, play a full 
role in the development of strategies that ensure the continued financial viability of 
Ekaya. 

 
4.2 In conjunction with the Director of Resources to develop and implement innovative 

ICT and  digitalisation solutions to improve data management, customer transaction 
processes and the customer experience, including progressing CRM and mobile 
application resources. 

 
4.3 To lead operational efficiency drives including implementing process re-engineering 

to identify and implement system changes to remove non-value processes, 
incorporating housing development and technology sector trends. 

 

5 Stakeholders Relationships 

 
5.1 To have overall responsibility for the development and implementation of 

customer participation strategies achieving excellence in customer 
engagement, and meeting the regulatory standards. To put in place effective 
strategies to ensure that the voice of the customer is heard at all levels and 
used to improve performance and service delivery. 

 
5.2 To seek and develop new business partnership opportunities with peers, 

corporate organisations, Local Authorities or similar groups and prepare 
tenders and bids for new business. 

 
5.3 To develop and maximise relationships with external partners i.e. local authorities, 

MP’s commissioners, The Housing Ombudsman, corporate partners and major 
funders. To act as  an ambassador for Ekaya and foster effective relationships with 
a variety of external  stakeholders, partners, funders and other agencies to 
maximise the growth and success of Ekaya. 

 
5.4 To ensure timely submission of data for returns to the regulatory bodies in relation to 

housing, property services and contract services, and reporting to SMT, Board and 
Committees. 

 
5.5 To prepare and present regular reports to the Board and Committees, 

keeping them  appraised of departmental performance and procedures. 
 

6 General 
 

6.1 To represent the Association at local and national meetings and with other housing 
related organisations as appropriate. 

 
6.2 To represent the organisation externally and to represent the Association’s best 

interest at all  times. 
 

6.3 To ensure that accurate and effective data records are maintained and stored in 
accordance with data protection regulations. 



6.4 To ensure that the Association’s Equal Opportunities policy is fully implemented at all 
times. 

 
6.5 To ensure all staff adhere to the Association’s policies and procedures at all times. 

 

6.6 To lead on the delivery of publications to residents e.g. Annual Reports, Newsletters. 
 
6.7 Ensure that staff appreciate the importance of customer-first and are sufficiently 

empowered  to deal with issues before they escalate. 
 
 

 
7 EQUALITY AND DIVERSITY 

 

 
7.1 Demonstrate commitment and adherence to Equality & Diversity. 

 
*** This job is subject to an Enhanced DBS check, which the organisation will pay 

for. 
 

Note: Ekaya Housing Association reserves the right to amend this job description as 
necessary, after consultation with the post holder, to reflect changes to the job. 

 
This job description describes the current duties and responsibilities of the post. No job 
description can be entirely comprehensive, and the post holder will be expected to carry out 
such duties as may be required from time to time and are broadly consistent with the job 
description.  The job description will be subject to periodic review in the light of experience. 

 
 
 
 
 
 
 
 

Signed:  Date:     
(Post-holder) 

 
 

Signed:  Date:     
(Human Resources) 



Ekaya Housing Association Limited 
 

 
 

DIRECTOR OF OPERATIONS PERSON SPECIFICATION 
 

 
Education Essential (E) Desirable (D) 

 

Degree level education or equivalent through relevant training/ experience E 

 
Formal management qualification or equivalent training D 

Experience 

Experience and knowledge of providing services for vulnerable and BME groups 
in the community. E 

 
Proven experience and implementation of strategic plans. E 

 

A minimum of three years’ experience at senior management level in the Housing   E 
and Support Services Sector, or equivalent. 

 

Experience of leading high performing teams to deliver strategic objectives. E 
 
Experience of developing and implementing successful customer involvement E 

processes or structures. 
 

A track record of delivering significant business improvement strategies in a E 

customer facing environment. 
 
Experience of improving financial management and effective asset management 
to achieve business plan objectives. E 

 
Experience of delivering social value and measuring the impact on E 
customers 

 

A demonstrable track record of delivering financial and digital inclusion initiatives E 
 
Strategic level experience of and understanding of housing management and 
asset management and understand the connection between the two sides of E 

operations working together. 
 

Skills/Knowledge 
 
Ability to lead, motivate and empower teams of staff to deliver service excellence, 
continuous improvement and achieve value for money. E 



Ability to lead staff through period of strategic or operational change. E 

 
Ability to effectively manage significant budgets, achieve financial targets and 
maximise business income. E 

 
Ability to develop strategies and SMART service improvement plans to 
achieve operational and corporate objectives. E 

 
Knowledge of legal and regulatory framework underpinning housing and 
support operations, rent and service charge setting, and leaseholder management.   E 

 
Ability to deliver an asset management strategy, ensuring value for money, E 
and achieve corporate targets. 

 
Ability to effectively manage health and safety compliance requirements and 
reporting ensuring the association complies with legislative and regulatory E 

requirements. 
 
Ability to lead and implement innovative ICT and digitalisation solutions to 
improve business performance and the customer journey experience. E 

 
Ability to develop and implement effective customer involvement 
strategies. E 

 
Ability to develop new business partnership opportunities with a range of organisations 
to achieve business plan objectives. E 

 

Ability to maintain effective relationships with Board and Committee Members, E 
and a range of internal and external stakeholders. 

 

Strong verbal and written communication skills in respect of a range of audiences. 
E 

Strong influencing, relationship management and negotiating skills applicable to 
external and internal partners. E 

 
An understanding of the early year’s foundation stage framework E 

 

An understanding of Safeguarding in all of the organisation’s settings, and 

experience of ensuring that effective practices and procedures are in place. E 

 
Has drive, energy, and passion to deliver the best. E 

 
Is resilient, able to cope well with pressure; can be flexible, and agile, thrives E 
in a changing environment 

 

Has commitment to learning for self and others. E 
 

Shows the ability to apply different strategies to negotiate, influence and E 
persuade others. 



 

 

 

February 2025 
 

 
Dear Applicant, 

Re: Director of Operations Role 

Thank you for your interest in Ekaya Housing Association and this key role of Director of 

Operations. 

 
This role provides a fantastic opportunity at an exciting time in Ekaya’s history. We are 

financially healthy with a strong balance sheet; we are a growing organisation and there is a 

huge amount of potential for further development. 

 
This newly created role is an exciting opportunity for the right person to take our housing 

management, repairs, asset management, supported housing and Nursery provisions to top- 

quartile performance and service delivery. Are you that person? 

 
Our recently refreshed Board provide excellent oversight and support. Like any ambitious 

organisation within the social housing sector, there are challenges, and using our financial 

and other resources, especially our people will be pivotal to our ongoing success. 

 
This role is key to the Association continuing to thrive. 

 
As a member of the Senior Management Team, you will be customer-focused, be innovative, 

and passionate about providing the best possible service that ensures we can hear the voice 

of the customer. 

We need someone who will support high performance within the executive team, with the 

ability and experience of effectively managing change and takes responsibility and 

accountability for the directorate’s work. 

We are looking for a strategic thinker, who can provide effective operational oversight over all 

your areas of responsibility, with an in-depth understanding of the sector and regulatory 

frameworks. 

 
Ekaya Housing Association is a not-for- profit organisation with 35 years’ experience of 

providing housing and accommodation support to predominantly black and ethnic minority 

women and their families in South London. 

 
We currently work in the London boroughs of Lambeth, Southwark, Wandsworth, Lewisham, 

Croydon Bromley, Greenwich and Merton. 

 
We provide temporary and permanent housing and support services. Our portfolio includes 

the provision of high-quality support to teenage mothers and their babies and young people 

leaving care, as well as running our Ofsted-rated ‘Good’ community nursery, Happy Nursery 

Days that caters for children aged 6 months to 5 years in Tulse Hill, Lambeth. 



 
 
 

 

Our History 

Ekaya was founded in 1987 bringing together the critical work of two hostels in supporting 

young black women living in London. Ekaya is a registered provider under the Industrial and 

Providential Societies Act 1965 and operates within the housing and social care industry. 

Mission and Values 

Our Purpose 
We demonstrate excellence in order to empower individuals to become self-sustainable and 
to realise their full potential, creating a legacy. 

 
Our Vision 

Provide a safe space, place and environment for predominantly BME Women, Children and 
Families to thrive in the local community. 

 
Our Mission 
We deliver our social purpose through strong commercial acumen, leveraging talent and 
partnerships to deliver quality homes and services. 

 
Our Values 

 

• Inclusiveness 
 

o We act with care, kindness and compassion when delivering services 
 

o We listen to our staff and our people 
 

o We deliver services that embrace diversity, equality and fairness 
 

• Integrity 
 

o We are trusted by the people we deliver services to 
 

o We trust and empower our staff to do the right thing 
 

o We are trusted and respected by our partners and stakeholders 
 

• Commitment 
 

o We are accountable for what we do 
 

o We are committed to achieving excellence 
 

o We will challenge and are courageous in pursuit of our goals 

o We look to improve, to grow, to learn and be the best we can be 



 
 
 
 
 
 
 

We are looking for a strategic, socially and commercially minded individual with the energy 

and drive to make a difference and enable us to achieve outstanding outcomes for our 

customers. 

 
You will demonstrate in your approach to work, a collaborative deep and authentic 

commitment to our social purpose. 

 
We are ambitious for the organisations and our customers and are looking for a strong leader 

who can help us deliver those aspirations. Ekaya is renewing its focus on service performance 

and our plans going forward include building a culture, which puts empowering residents and 

supporting the community first. Now is the right time to step up the pace of our performance; 

set stretching goals and deliver a service to be proud of., come and help us inject pace into 

our actions and ambitions. 

 

  For details of our: Financial Report 2023 - 2024  
                                              
                                                Annual Report 2023 - 2024 
 

I hope that this fantastic opportunity catches your imagination and that you are encouraged to 

apply. If you would like to be part of our journey, we would like to hear more about you. 

 
Thank you again for your interest. 

Yours Sincerely 

 

Ben Laryea 

Chief Executive Officer 

https://www.ekaya.co.uk/data/Ekaya_HA__Statutory_Accounts_31_March_2024_2024_09_26_15_05_58_079.pdf?v=1727359558
https://www.ekaya.co.uk/data/Ekaya_AR_2023_24_AR_FINAL_Annual_report_2024_09_26_11_58_29_999.pdf?v=1727348311

