	Job title:
	Complex Case Technical Lead (Mechanical/ Electrical) 

	Line manager:
	Head of Operational Service Improvement


	Grade (if applicable):
	

	Direct reports:
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	Role purpose:


	As the Complex Case Technical Lead (Mechanical & Electrical), you will lead the resolution of the most complex, high-risk and high-profile mechanical and electrical cases across Peabody's portfolio, ensuring outcomes are delivered safely, compliantly and with a strong focus on residents. You will balance sound technical judgement with analytical problem-solving skills, taking responsibility for resolving challenging issues and managing senior stakeholders. 

Acting as the lead coordinator for complexthe senior lead on complex M&E issues, you will combine technical expertise, investigative skills and sound professional judgement to identify root causes, assess risks, challenge contractor recommendations and drive effective, long-term solutions. You will take ownership of cases complex issues from initial escalation through to resolution, ensuring all parties remain focused on achieving the right outcome for residents and the business.

Working collaboratively across Repairs, Compliance, Building Safety, Development, Asset Investment and contractor teams, you will oversee complex cases involving electrical installations, heating and hot water systems, ventilation, lifts, communal plant, fire safety interfaces and other critical building services. You will ensure issues are managed effectively, technical solutions are appropriate and resolved in line with statutory requirements, regulatory obligations and organisational standards.

A key responsibility of the role is supporting compliance with Awaab's Law, ensuring that building services failures contributing to damp and mould, condensation, inadequate ventilation, excess cold, excess heat, hot water loss and other resident health and safety risks are identified, investigated and resolved within required timescales. Through proactive case management, robust risk assessment and timely escalation, you will play a critical role in protecting residents from harm and ensuring compliance obligations are met.

In addition to managing individual cases, you will share your technical knowledge and expertise with colleagues, providing guidance and support that improves decision-making, consistency and customer outcomes across the service.

While not acting as the Service's formal technical authority, you will be expected to apply a high level of technical competence and professional judgement to support the investigation, management and resolution of complex mechanical and electrical issues, acting as a trusted subject matter expert within the case management process. This is a senior role within the investment directorate, you will work closely with Assistant Directors and the Managing Director of Development and Investment and be comfortable at independently presenting complex issues to senior audiences, securing approvals and buy -in to technical solutions where needed. 


	Success metrics:

· 100% Compliance with all legislative, regulatory and organisational requirements applicable to managed cases.
· 100% compliance with Awaab's Law response, investigation and escalation requirements.
· Effective management of emergency hazards and resident safety risks.
· Successful resolution of complex mechanical and electrical cases within agreed timescales.
· Reduction in repeat failures and recurring defect types.
· Reduction in damp and mould cases linked to M&E service failures.
· High levels of resident satisfaction and positive customer outcomes.
· Reduction in complaints, escalations and Ombudsman referrals linked to managed cases.
· Positive audit and assurance outcomes relating to compliance and case management.
· Improved contractor performance and accountability.
· Reduction in avoidable expenditure and repeat remedial works.
· Demonstrable contribution to continuous improvement initiatives and service enhancements..enhancements.


	About you:

You will be:

· An experienced and confident professional with strong technical knowledge of mechanical and electrical systems within residential housing.
· An excellent investigator who can analyse complex issues and develop practical, sustainable solutions.
· A strong communicator, comfortable with operating at a range of levels, including residents, contractors and senior leaders
· A resident-focused professional who understands the impact service failures can have on customers and their homes.
· A confident decision-maker who can assess risk and act with sound judgement.
· A collaborative professional who builds strong relationships across operational and specialist teams.
· Resilient and adaptable, with the ability to manage competing priorities and challenging situations.
· A proactive advocate for compliance, safety and continuous improvement.
· A role model for Peabody's values, demonstrating accountability, professionalism and integrity.

You will have:

· Significant experience managing complex property, compliance, repairs, maintenance or customer care cases within social housing, asset management or building safety environments.
· Strong technical knowledge of residential mechanical and electrical systems, including electrical installations, heating and hot water systems, ventilation systems, communal plant, lift systems, and life safety and fire safety interfaces.
· Experience investigating complex defects, undertaking root cause analysis and identifying sustainable solutions to technical issues.
· Ability to interpret technical surveys, compliance reports, commissioning data, certification, testing results and specialist contractor recommendations.
· Knowledge Strong knowledge of building pathology and the relationship between M&E failures, damp and mould, condensation, water ingress, ventilation and resident health outcomes.
· Strong Excellent understanding of Awaab's Law and its practical application within social housing, including experience managing complex damp and mould cases where building services are a contributory factor.
· Good Excellent understanding of relevant housing legislation, regulation and compliance frameworks, including the Building Safety Act, Housing Act, Landlord and Tenant Act, Homes (Fitness for Human Habitation) Act, Health and Safety at Work Act, Housing Health and Safety Rating System (HHSRS), Consumer Standards, Electrical Safety Standards, Gas Safety Regulations and Fire Safety legislation.
· Significant eExperience managing contractors, challenging technical solutions and driving performance improvements to achieve high-quality customer outcomes.
· Experience supporting warranty claims, latent defect investigations and contractor or commercial recovery opportunities.
· Strong analytical, investigative and problem-solving skills, with the ability to assess risk and make sound decisions in complex situations.
· Excellent communication, report-writing and presentation skills, with the ability to explain technical matters to residents, operational teams, senior stakeholders and non-technical audiences.
· Experience Evidenced experience producing technical reports, recommendations, management information and case summaries to support decision-making and governance.
· Experience using housing management, repairs, compliance, defects and CRM systems, supported by strong IT, data analysis and record management skills.
· Ability Strong ability to influence, negotiate and drive outcomes across multiple senior stakeholders without direct management authority.

Qualifications (Desirable)
· HNC/HND or Degree in Mechanical Engineering, Electrical Engineering, Building Services Engineering, Building Surveying, Construction Management or related discipline.
· Professional membership such as CIBSE, IET, CIOB, RICS or CIH.
· IOSH, NEBOSH or equivalent health and safety qualification.
· Building Safety, Compliance or Asset Management qualification.
· Building Pathology or Defect Management qualification.
· Project Management qualification (desirable).
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