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Welcome Note

Thank you for your interest in the role of Property Services Director at River Clyde Homes (RCH).

In recent years, the management team at RCH has driven significant transformation, evolving
the organisation far beyond its origins as a large-scale voluntary transfer of the former housing
operations for Inverclyde Council.

Committed to improving lives and communities, our goal is to deliver sustainable homes and
communities. Our customers are at the heart of everything that we do. We want our customers
to be engaged, empowered, and delighted with their home and the services we provide.

This is an exciting time to join RCH. We are currently progressing through our ambitious Corporate
Plan, ‘Improving Lives and Places - Our Journey to 2027.” This plan outlines five strategic
outcomes: Excellent Services, Sustainable Homes, Strong Partnerships, Thriving Communities,
and Engaged Employees.

As the Property Services Director, you will play a pivotal role in achieving these strategic
outcomes, with a particular focus on ‘Sustainable Homes.” Supported by a directorate team of
approximately [30], your efforts will be underpinned by a robust asset management strategy,
which incorporates insight on the energy-related attributes of our stock. The consideration of
energy is a key component of our future net zero compliance requirements, and a crucial factor
in transforming outcomes for our customers, helping to alleviate fuel poverty.

This position offers a unique opportunity to influence future strategies and drive meaningful
change within a dynamic organisation that serves as a key community partner in Inverclyde. If
you are a Property Services professional eager to shape our future direction, I look forward to
hearing from you.

4

Richard Turnock
Chief Executive
RCH Group
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The Organisation

About RCH Group

RCH Group comprises River Clyde Homes (RCH), the social landlord, together with its subsidiary
Home Fix Scotland (HFS) which provides a range of in-house repairs, maintenance, and capital
works services.

Formed in December 2007, RCH is one of Scotland’s leading social housing management and
affordable housing development companies. RCH currently owns over 6,000 homes and provides
factoring services to a further 2,200 customers in the Inverclyde area.

We pride ourselves on being more than just landlords and are committed to improving lives and
places. We understand how, as an anchor institution in Inverclyde, we can make an important
contribution to the local economy; through helping tackle significant economic, health and
environmental challenges and inequalities.

We also realise the importance of thriving communities and the contribution we can make to help
make this happen. Of course, we aim to provide quality, sustainable homes, and deliver excellent
services but we also aim to create thriving communities and generate social value where we can.

RCH has gained Investors in People (IIP) Gold accreditation, demonstrating our continued
commitment to leading, supporting, and managing our people effectively to achieve sustainable
results. We have also been awarded the prestigious Investors in Young People (IIYP)
Platinum Accreditation in recognition of our commitment to the training and development of
young people.

As an organisation, we are focused on ensuring our customers have direct involvement in helping
RCH make the appropriate changes to provide the best possible services that suit their needs and
aspirations. From our nationally acclaimed and award-winning Customer Senate to the various
Customer Panels and Armchair Critics, customers are in a position to shape our future plans and
priorities. We also achieved the prestigious Customer Services Excellence accreditation in 2022.

Our common purpose is simple - ‘Improving Lives and Places’ and our vision is what we want to
be - ‘Sustainable Homes and Communities’.
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The Organisation

Placing the customer at the heart of everything we do - we expect all staff to adopt four core
principles across all aspects of their work.

¢ We have a focus on Performance, ensuring we are outcome-driven, deliver value for
money and continuously improve

e Through Innovation, we ensure that we continually enhance our processes, optimise the
use of IT for our service delivery and embrace shared learning

e Through a focus on People, we aim to lead, engage, and empower our staff. We encourage
and foster equality and diversity and deliver staff development and training

e Through Collaboration, we aim to work together more effectively both with our internal
and external partnerships

Our five values, shown below are the key principles we live and work by and help define who we
are and what we stand for. The values are referred to as RCH'S ‘everys’ with each being a clear
statement of intent:

e Every customer happy

e Every home loved

e Every opportunity taken
e Every penny counts

e Every person positive
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The Role

Job Title: Property Services Director
Office Location: Clyde View, 22 Pottery Street, Ladyburn Business Park, Greenock
Reports to: Chief Executive

NB: RCH embraces hybrid working and whilst our Headquarters are in Greenock, the successful
candidate would not be required to be in the office on a full-time basis.

[ RCH Group CEO ]

|

Property Services Customer Services Group Director Managing Director
Director Director Corporate Services Home Fix Scotland

To

=== river clyde

==— homes

Head of Property
Services

-
Head of Regeneration
— & Business
Development

Head of Energy &
Sustainability

have a positive impact in this role you will:

Provide effective management and leadership to the Property Services Directorate (c26 FTE),
encompassing all aspects of strategy and operational services planning, delivery and
compliance, and the actions and decisions necessary, to ensure a positive customer
experience

Provide strategic direction and oversee the delivery of property compliance, asset
optimisation, investment planning and delivery, environmental management
(decarbonisation, sustainability, climate change adaptation) and factoring services to fully
comply with statutory and regulatory requirements and meet customer’s needs

Ensure that the voice of customers is heard in the development and delivery of strategic and
operational plans along with the ongoing scrutiny of performance and outcomes

Oversee the development and delivery of RCH’s asset management strategy, including both
budgetary control and robust assessment of current/future investment decisions linked to
both current SHQS and future / enhanced regulatory requirements (e.g. net zero)

Develop and maintain effective relationships and partnerships with a diverse range of external
stakeholders that leverage resources, share risk, and enhance RCH'’s reputation

Property Services Director 6



The Role

Directly contribute to the wider business improvement and continuous improvement agenda
identifying opportunities for operational efficiencies and embedding a customer-centric
philosophy

As a member of the Executive Leadership Team, ensure the delivery of RCH’s vision, values,
business plans and objectives

Key Areas of Responsibility

Strategic Leadership

Manage priority risks and ensure all mitigations are diligently applied
Lead activity and secure resources to deliver long-term plans

Ensure that strategic plans are monitored and reviewed in line with external factors including
legislation, financial restrictions, new opportunities, and customer needs

Initiate and take accountability for the continuous improvement of the RCH’s customer service
offering

Lobby, influence, and make submissions on behalf of the Group on social and housing policy
at both a local and national level

Establish business cycle priorities and ensure sufficient resource is aligned to achieve declared
outcomes

Corporately manage performance and report to the RCH Board and relevant Committees on
strategic progress, recommending adaption and change where appropriate

Actively shape RCH culture and act as the guardian for culture fit with customer need

Act as an effective member of the ELT, contributing to the strategic and corporate leadership
of RCH and championing a planned and sustainable approach to service improvement and
efficiency

People Leadership

Provide effective leadership and support for direct reports and managers, modelling a
leadership style with vision and drive that inspires and motivates

Through effective engagement strategies, define core competencies, behaviours, and a
common culture to support business goals

Promote and support agile and digital working practices to support business growth, value for
money and encourage innovation in all aspects of customer services

Lead on change management and maintain a culture of continuous improvement

Delivery & Impact
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Financially appraise RCH’s affordable housing assets to show current and forecast financial
returns and identify assets where financial returns are forecast to go into decline

Develop detailed investment plans for RCH affordable housing assets on an annual basis, and
make recommendations in relation to investment, re-purposing, and disposal, all to support
value, operating margin and customer experience

Where necessary, manage re-purposing and disposal promptly, with a focus on customers.

Property Services Director 7



The Role

« Ensure that all relevant strategic and operational components of the Business Plan, including
the Asset Management Plan, Development Plan and any subsequent Business Plans, are
successfully delivered, on time and on budget

e« Achieve collaborative working through integrated strategies, processes and systems focused
on achieving strategic outcomes and priorities

e Ensure that the voice of customers is heard in the development and delivery of plans along
with the ongoing scrutiny of performance and outcomes

Compliance and Control

e To develop and maintain a stock condition database and investment plans; manage and direct
procurement, partnering and delivery arrangements for planned and capital works contracts

e Sign off all statutory and regulatory undertakings as appropriate

e« Be accountable for ensuring audit and scrutiny improvement plans are completed, key risks
are identified and mitigated as appropriate, and that high-level regulatory control is
corporately managed

e Ensure compliance with all internal control requirements related to budget setting, cash flow
requirements, procurement and financial regulations

e Ensure compliance with key policy and procedures in areas such as health and safety,
equalities and diversity, General Data Protection Regulation (GDPR), code of conduct and all
other statutory requirements

Performance Management

e Develop and maintain a strong performance culture and commitment to customer experience
and satisfaction

e Monitor performance to ensure the delivery of high quality and value for money services

e Respond to customer feedback, utilising it to influence strategy and delivery plans

e Provide the necessary leadership and support for operational managers and teams to ensure
they have the necessary structure and resources to deliver RCH key strategic aims.

External Relationships

¢ Manage and develop relationships between RCH and its key strategic partners, including
Inverclyde Council, Scottish Government, Scottish Housing Regulator, lenders and funders,
and RCH subsidiary organisations

o Engage and embrace customer forums where executive leadership is required to project
confidence

 Maintain and develop professional and sector networks that will add value to RCH and ensure
it is viewed as an influential and reliable partner

o Develop long-term relationships with policymakers and industry leaders to influence sector
debate and thinking on strategic issues

NB: The post holder will be required to undertake additional duties from time to time, in line with
the above responsibilities, as required by the Board and/or CEO.
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Preferred Candidate Profile

We are looking for an inspirational leader, committed to the ethos and values of RCH, who will
develop and provide direction to the Property Services team whilst also contributing, as a member
of the Executive Leadership Team, to the delivery of RCH’s vision, values, business plans and
objectives.

Bringing in-depth knowledge of legislation and guidance pertaining to social housing management
activities and company law, the successful candidate will be motivated to provide excellent
property management services for tenants and customers and to ensure effective investment
planning and both the ongoing development and maintenance of RCH’s existing housing stock.

Skills, Knowledge and Experience:
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Demonstrable knowledge in the management and/or change management of a substantial
asset management portfolio

Relevant experience of managing substantial asset management, programme delivery
development and regulatory compliance functions

Significant strategic planning experience coupled with a strong track record of leading,
engaging, and motivating colleagues through transformational periods of change

Substantial executive experience in leading customer-facing operations, ideally in a digital
environment, and at a strategic level in a complex organisation

A proven ability to build networks, and work in partnership with external partners or
stakeholders

Expertise and practical experience in risk and performance management

Proven track record of delivering and providing high-performing and value-for-money
customer-focused services and homes

The ability to balance strategic thinking with an eye for detail

Strong communication and interpersonal skills

Property Services Director 9



Remuneration & Recruitment Process

Remuneration

This role offers a highly competitive salary, a contributory pension, and 38 Days holiday (inclusive
of 5 fixed public holidays) increasing to 41 days after 5 years.

Additional benefits include an Electrical Vehicle Salary Sacrifice Scheme (both Hybrid & Full
Electric) and non-contributory Private Healthcare and Life Assurance Schemes.

The Recruitment Process

The recruitment for this position is being managed by our advising consultants, Livingston
James

Livingston James will conduct initial conversations prior to discussing candidates with RCH
at the shortlist meeting.

Interested candidates should provide a tailored CV and covering letter, outlining their
interest and suitability, to douglasadam@livingstonjames.com.

RCH is an equal opportunities employer and positively encourages applications from suitably
qualified and eligible candidates regardless of sex, race, disability, age, sexual orientation, gender
reassignment, religion or belief, marital status or pregnancy and maternity
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