
Knowing our Residents Manager
Recruitment pack



We’re an organisation that is changing the way we deliver our services. Why? It’s simple, 
because our residents are telling us they want us to improve our services and we’ve been 
listening.

We’re looking for a Knowing our Residents Manager, the person responsible for the delivery of 
resident engagement services and who will help us to better shape our services by 
understanding who lives behind our front doors.

Can you...

Be the driving force we need?

You’ll need to have you ear to the ground and understand the role everyone plays at CHL when 
it comes to knowing our residents and delivering strong, empowering and worthy
resident engagement. This is more than just coffee mornings; it’s about doing what’s right and 
what’s required of us – complying with the Transparency and Influence Consumer Standard 
and leading projects and others in the business to change the way we capture data about our 
residents.

Make our insights count?

Our Resident Engagement Strategy is CHL’s blueprint to ensure we are truly listening to what 
our customers are saying, from the information we can capture from the simplest of 
enquiries through to the partnership working with our most invested residents. We want 
someone to champion how this insight can be best used to shape our services, based on 
customer intelligence and insight.

Lead and evolve our services

This role matters because our residents do and we care about doing the right thing. We need a 
natural leader to evolve our services and develop not just your direct team, but the 
organisation. You’ll instil a sense of vision, purpose and ambition. You will ensure the voice for 
our residents is heard, and that the business understands their needs by knowing who they are 
and promoting evidence-based decision-making at every opportunity.

Think differently?

We’re changing and we need someone who thinks differently, someone who can not only bring 
their experience and proven track record and skillset but someone who is ready to drive 
customer insight, change how team things and do what’s right for our residents, growing 
engagement and understanding our communities.

If you’re ready to become connected to our residents and communities and can work
collaboratively with others, then come and be part of our change. Its time to apply for our 
Knowing our Residents Manager role.

Hayley Austin,
Executive Director (Housing Operations)

Join us at Cornwall Housing



On behalf of Cornwall Council, we manage 
and maintain approximately 10,200 Council 
homes, as well as approximately 400 
leasehold homes on behalf of the Council 
and manage garages, shops and land in 
neighbourhoods with Council housing. 
Additionally, we have 56 homes that we 
built for social rent in Cornwall. As a c
company we are owned by the Council. 
Any profits are re-invested into the Housing 
Revenue Account and used to improve 
social housing locally.

About us

At Cornwall Housing, we understand that experience brings knowledge and that 
our customers thoughts and ideas are a real key factor in ensuring they receive 
a service they deserve and making our organisation a success.

We have created 5 commitments as part of our new Resident Engagement 
Strategy and different levels of involvement where residents can make a real 
impact.

Resident involvement at Cornwall Housing

Find out more about our commitments to resident involvement.

https://www.cornwallhousing.org.uk/residents-area/getinvolved/


Our Homes

1. To complete all actions committed to within the lifting of the Regulatory Notice 
(EICR 5 years, FRA remedials, Stock Condition Information) and ensuring continued 
delivery of all Quality & Safety Standard requirements.  

2. To have a clear operational and financial plan to improve the condition of the stock 
over the next 10 years, reflected in the HRA business plan

3. To effectively mobilise the new R&M and M&E contracts, leading to improved 
capacity, resilience and performance across all elements of maintenance work and 
start the work to bring forward permanent partnership arrangements 

Our Residents

4. To continue to roll out the new resident engagement approach, drawing “insights” 
from each Level and across all areas of the business to demonstrably show service 
change via resident input, ensuring that CHL continues to grow the number and value 
of insights gained and used

5. To develop and agree a set of Customer Standards with local residents appropriate 
to delivery within Cornwall and begin the work to better “Know Our Residents”, 
identifying gaps and working to develop solutions

6. To roll out new ways of working across both general needs and housing for older 
people, developing individual approaches for residents who need more interventions 
to sustain their tenancy, and increasing our visibility and presence across 
communities, providing local solutions in line with local expectations

7. To better understand the need we are working to meet and how CHL can support a 
pathway to housing and bring forward options for building resident capacity to 
respond to financial and other challenges 

Our Organisation

8. To deliver a measurable change in organisational culture, expressed via employee 
wellbeing, behaviours, working practices and a consistent and fair reward offer for all 
employees.

9. To deliver the next stage of the Digital Change Roadmap, improving core systems 
and integrating them with those of new partners.  To develop CHL’s document and re-
cord management approaches leading to improved key data and work flows, ensuring 
enhanced communication with residents and data integrity across CHL systems

10. To develop the target financial operating model and use this to shape decisions 
around investment and disinvestment as well as shaping wider strategic discussions 

11. To ensure that the organisation is well prepared for the new RSH inspection regime 
and that staff, contractors, council colleagues and the CHL Board are aware of what 
may be expected of them.

2025/26 Priorities



---------------
--------------------------------------

----------
2012

Cornwall Housing 
Limited is established

2023

• New complaints approach (March)
• Repairs improvement plan (April)
• Non decency stock condition 

levels reported (circa 25%)
• Revised IT approach agreed

2024

Altair confirms improve service
delivery and processed and a new 
resident engagement approach is 
agreed (March). First set of TSM’s 
reported CHL at 71%.

2025

New repairs 
contractors go live
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2016

Corserv Group established
and CHL is part of the group

2021
Health and Safety concerns are 
identified and the Regulatory 
Notice is issued

2022

Repairs are moved to
Corserv Facilities (CFL)

2023

CHL leave the 
Corserv Group

2024

Regulatory Notice
is li�ed

The Cornwall Housing story

Why knowing our residents matters

The RSH introduced stronger consumer standards in
2024 which strengthens the focus on resident voice, 
equality and safety.

This shift means we must ensure we truly understand
who our residents are and...

Move from the ‘tick box exercise’ - we really need to 
know and evidence who are residents are.

Meet diverse needs - it’s fundemental to delivering 
equitable, quaity services.

Use data to adapt services - collecting the data is only 
the first step, we must use that insight to shape 
business intelligence and our services.

Get buy in - knowing our residents isn’t just one person’s 
responsibility, it requires buy-in across all levels of CHL.

Build trust - residents are at the heart of this process, 
we must be clear and transparent as to what 
‘knowing them’ means and how this affects what we 
do and deliver.















To find out more about Cornwall Housing visit:
www.cornwallhousing.org.uk

Timeline

Closing date: Midday on 26 January
Interviews: 27-28 January

How to apply

Visit www.cornwallhousing.org.uk/jobs or for an 
informal chat about the role contact 
hayley.austin@cornwallhousing.org.uk


