Head of Responsive Repairs

Croydon Council
Candidate Information Pack 2025

-

Y ;‘W@Hﬁf T |

CROYDON Adecco

www.croydon.gov.uk



Contents

Welcome letter

About Croydon

04 About the role

06 Residents charter

How to apply,

CROYDON

www.croydon.gov.uk




Thank you for considering joining Croydon
Council's housing directorate. This is truly an
exciting time to join us as the housing
service undergoes a massive transformation
programme to deliver improved services to
our residents.

As you will already know, Croydon has faced
significant challenges over the past three
years, in terms of the Council's financial
crisis, and some well publicised service and
governance failures.

We need an outstanding individual to join
us to lead the housing assets division within
the housing directorate. The successful
candidate will be instrumental in delivering
and shaping the Council's repairs
management and maintenance services to
our circa 16000 social housing residents and
leaseholders. Along with leading on housing
capital delivery programmes, building and
fire safety, and health and safety compliance
of our assets.

We are looking for someone who of course
has the right skills and experience, but most
importantly, shares our values and our
commitment to Croydon, its people and to
making this Council the best organisation it
can be. You will join us at an exciting, yet
challenging time for both the Council and
the housing directorate. We can guarantee
hard but fulfilling work; you will face
challenges testing your experience and
knowledge to date, but if you are looking for
that opportunity to really make a change,
this is one you will relish.

You will not be on your own in this
challenge. You will be joining a strong,
supportive, and values-driven team of senior
staff, all helping to rebuild the Council and
the housing service: its finances, governance,
culture, and services - and be a part of a
wider corporate leadership group
transforming the whole council at pace.
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The challenge is steep, but according to
our independent Housing Improvement
Board, we are making progress. We have
clear direction through our three-year
transformation programme and the
Executive Mayor of Croydon's Business
Plan, a shared commitment to the task
ahead, putting Croydon's people first and
restoring pride in our borough.

Croydon is a fantastic place; a vital part of
London's growth story with a strong
identity of its own. This role is a rare
chance to make genuine changeina
place of great opportunity. It's a once-in-
a-career moment, to join us at a time
when your impact will be felt the most.

We are building an organisation in which
talented, and committed individuals
with a strong public service ethos thrive.
We are building a supportive, inclusive,
and accountable culture which will be so
important to getting the Council back on
track. We also want to rebuild the
relationship with the people of Croydon -
earning their trust which has been
impacted by the financial and
governance failures of the past.

This is a values-led organisation where
people care passionately about fairness,
inclusion, tackling inequality, and
making Croydon better for the people
who live here. The next few years will be
tough, but with the right team working
together, they will also be immensely
fulfilling.

Susmita Sen
Corporate Director Housing
Croydon Council




About Croydon

As one of London’s largest
and most diverse
Boroughs, Croydonisa
fantastic place to live, work
and spend time, with all
the benefits of close
proximity to the rest of
London and the Southeast.

Our Borough is made up of diverse
communities that stretch from Crystal
Palace to Coulsdon and from New
Addington to Purley; with bustling district
centres and over 120 green spaces that link
us together and an urban town at its centre.
One of London’s largest commercial districts
outside the centre, Croydon is a major hub
for shoppers, workers and visitors; its
excellent transport links include the iconic
trams. The Borough has a richly diverse
cultural scene and is known as the
birthplace of music genres from punk to
dubstep and the home of grime legend
Stormzy.

Croydon’s greatest strength is its people.
London’s most populous Borough, Croydon
is home to 398,800 (Census, 2021). Caring,
passionate and principled, they take huge
pride in coming together to improve their
Borough and help their communities.

Croydon is also home to more than 90,275
people aged under 18 (Census 2021) - more
young people than anywhere else in London.
We are incredibly proud of them and
committed to them and their futures.

We look after more vulnerable children
and young people than any other
council in London; caring for them is a
privilege and a priority, and our
children’s services are rated ‘good’ by
Ofsted.

Over the past decade, we have seen
huge investment, regeneration and
growth in our Borough. Croydon
remains an attractive and important
part of London for ongoing growth and
investment - growth from which we
want to see all our communities benefit.

However, the impact of our financial
challenges means we must focus on the
needs our residents are facing today,
regain their trust following the financial
and governance crisis at the council and
make sure we are a financially
sustainable council by 2026.
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Croydon Council

Croydon Council is two years into one of
the most significant and fast-paced
transformational programmes in local
government today.

The Executive Mayor’s Business Plan sets
out how we must change as an
organisation to provide the good quality
core services and value for money our
residents and businesses expect. We
must do less and do it better.

In addition, the housing service has had
its own significant challenges with the
issues reported in March 2021 at Regina
Road and the subsequent regulatory
notice.
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But the transformation of housing is
underway and forms an extensive
programme overseen by the Housing
Improvement Board.

There is a huge amount of change
underway and most importantly, we
want to involve staff, residents and all our
partners in the decisions we make and be
open in everything we do.

Our passionate and committed workforce
is our greatest asset; our partners are our
most valued colleagues.

We look forward to
continuing to work

with them as we build
the council for
Croydon’s future.




About the role

Title: Head of Responsive Repairs
Salary range: £94,918 - £100,805

Croydon is a council on a journey. Following significant improvements in
By accepting and addressing the challenges  housing standards, repairs, and
of its past, the council is transforming itself resident engagement, the Regulator of

into a modern, sustainable, and resident- Social Housing has lifted its previous
focused local authority. notice.

This is an opportunity to be part of a new With a £166 million regeneration of
chapter for Croydon and help shape the Regina Road underway and a strong
future of the council. A council with a focus on safety, customer care, and
passion for driving positive change and resident-led change, Croydon is
delivering excellence; a community with a committed to delivering high-quality
rich heritage, a diverse population, and a homes and services as part of its

distinct identity. It's an environment in which Future Croydon 2024-29 programme.

you can find fresh inspiration and inspire

others in equal measure. As part of this transformation, Croydon
Council is now working in partnership

Over the past year, we've taken major steps with Adecco Public Sector to recruit a

to improve housing standards - investing permanent Head of Responsive

over £30 million in home upgrades, Repairs to lead this service area.

launching a dedicated repairs contact

centre, completing stock condition surveys

on 86% of homes and we are striving to

achieve 100% of stock condition survey data.

Croydon Council priorities

* We will live within our means, balance the books and provide value for money for our
residents.

¢ We will focus on tackling ingrained inequality and poverty in the borough. We will
follow the evidence to tackle the underlying causes of inequality and hardship, like
structural racism, environmental injustice and economic injustice.

¢ We will focus on providing the best quality core service we can afford. First and
foremost, providing social care services that keep our most vulnerable residents safe
and healthy and keep our streets clean and safe.

¢ To ensure we get full benefit from every pound we spend, other services will only be
provided where they can be shown to have a direct benefit in keeping people safe
and reducing demand.
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The impact you’ll have

As a member of the extended management team, the Head of Responsive Repairs will
work collaboratively across the division and with other heads of service and directors to
ensure the effective and efficient development and delivery of council services that
support both divisional and corporate objectives.

Reporting to the Director of Asset & Repairs (Housing), you will be the professional lead
for the strategic planning, continuous improvement, and development of the responsive
repairs service for Croydon Council tenants and leaseholders (approximately 15,000
tenants and 2,500 leaseholders). You will ensure the council meets its statutory health
and safety obligations while delivering efficient, effective services tailored to the needs of
local residents.

You will also be responsible for a service budget of £15-20 million and will deliver
services, savings programmes, and transformation projects within that budget envelope.

The skills and experience

you’ll bring

What You'll Need to Succeed

e Strong experience in effectively managing large contracts and contractors in either
the public or private sector.

e Experience working in property services with a focus on service delivery.

¢ Extensive experience in strategic partnership working with other agencies and
contractors.

¢ Proven experience managing complex services in property management.

¢ A demonstrable commitment to delivering high-quality services and improving
customer satisfaction for residents.

Qualifications

¢ A Level 5 Certificate or Diploma in Housing, or a foundation degree from the
Chartered Institute of Housing—or a willingness and ability to work towards
obtaining this qualification.

¢ Membership in a relevant professional body, such as the Chartered Institute of
Housing (CIH) or the Royal Institution of Chartered Surveyors (RICS).

¢ Evidence of continuous professional development, such as: Formal management
training and development programmes (e.g., ILM Level 5 Diploma in Leadership and
Management).

¢ Project management training (e.g., PRINCE2 or PMP certification).

¢ Health and Safety qualifications (e.g., NEBOSH or IOSH).

Please see the job description for full role responsibilities.
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Who we are &

where we’re going

We fully acknowledge the fact that we haven't got things right in the past
and have strengthened our resolve to do them better. With a clear financial
strategy in place together with an unwavering commitment to listening to
our residents and putting them first by upholding our Residents Charter to:

To treat residents with
respect.

Respond quickly and
efficiently to complaints
and learn from problems
that lead to complaints.

Be clear and transparent
with our residents about
how we are performing.

Provide safe homes and a
clean environment which
residents are proud to live in.

Give residents a voice and
encourage meaningful
decision-making activities.

Communicationis clear
and easy to understand.




If you'd like to find out more about Croydon, please go to: www.croydon.gov.uk/.

Croydon Council is an inclusive employer and welcomes applications from all sections of
the community. We are happy to consider applications from candidates seeking flexible
working arrangements.

As users of the disability confident scheme, we guarantee to interview all disabled
applicants who meet the minimum criteria for the advertised role. We're committed to
safeguarding and promoting the welfare of children and vulnerable adults, and we expect
every member of our team to share this commitment.

.......

How to apply

For further information about the role, or to arrange a confidential discussion,
please contact our recruitment partners at Adecco:

Sam Duggan - sam.duggan@adecco.co.uk

To apply for the role submit your CV and covering letter to:
sam.duggan@adecco.co.uk

Closing date: 21** August 2025.
Assessments will be held week commencing 1°* September 2025.

Interviews will be held week commencing 8" September 2025.
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