


	Job title:  
	Non-Core Lettings and Voids Manager

	Line manager: 
	Assistant Director of Operations, North West London

	Grade:
	2

	Direct reports:  
	Non-core Lettings Negotiators, Non-core Voids Coordinators
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	Role Purpose:
To have overall responsibility of the letting and voids management within the Non-Core team. The Manager will lead and develop the Non-Core Lettings and Voids team in delivering high-quality, efficient, and compliant lettings and void management services across the non-core properties each year, including Market Rent, Intermediate Market Rent (IMR), and Keyworker homes. The postholder will be accountable for achieving lettings performance targets, ensuring voids meet prescribed standards, and maintaining full compliance with applicable regulation, legislation, and organisational policy. The role will champion a culture of continuous improvement, find ways of generating additional income, excellent customer service, and proactive stakeholder engagement, while ensuring effective governance, performance reporting, and robust oversight of all operational processes. 

Key results:

Leadership and Team Management
· Develop, lead, support, and motivate the team to achieve lettings, compliance, and void turnaround targets.
· Conduct regular 1:1s and team meetings to monitor performance, identify development needs, and enable continuous improvement.
· Foster a collaborative, proactive culture focused on quality, accountability, and service excellence. 
· Coach and support team members to develop in their roles

Operational Delivery 
· Provide strategic oversight of the end-to-end lettings process for all non-core properties, ensuring all units are let efficiently, compliantly, and to a high standard.
· Deliver annual non-core letting targets, ensuring empty homes and relet targets are achieved or exceeded.
· Ensure all empty properties meet quality and safety standards before letting, in line with policy and approved specifications.
· Maintain robust compliance with the Rent Standard, Tenancy Standard, Renters Rights Act and other relevant regulations and internal policies.
· Overall accountability for overseeing the accuracy and consistency of rent setting, affordability checks, and offer processes across all tenure types. 

Governance and Compliance
· Maintain oversight of all lettings and void transactions to ensure audit readiness and adherence to internal control frameworks.
· Ensure all lettings comply with regulatory and contractual (including nomination agreements) arrangements. 
· Ensure all contractual obligations (including nominations agreements) for non-core lettings arrangements are met and regularly reviewed. 
· Produce and present performance reports and dashboards for leadership review, highlighting risks, trends, and mitigation plans.
· Produce Board and entity reports on lettings performance and compliance.
· Act as a subject matter expert on lettings compliance, ensuring processes remain aligned with external regulation and internal policy. 

Process Improvement and Change
· Identify and implement opportunities to streamline lettings and empty homes processes for improved efficiency and customer experience.
· Lead and deliver on digital improvements or system enhancements related to lettings, compliance, and empty homes management.
· Collaborate with colleagues across Operations, Investment, and Finance to improve cross-functional working. 

Stakeholder and Contractor Relations 
· Develop and maintain effective relationships with contractors, local authorities, and internal teams to support smooth lettings and void management.
· Resolve complex issues or escalations promptly through effective problem solving and partnership working.
· Represent the service at internal and external meetings, contributing to policy, procedure, and service development. 

Projects and Strategic Contribution 
· Lead or contribute to strategic or ad hoc projects, particularly those related to service improvement, regulatory compliance, or new housing initiatives
· Provide insight and data analysis to support strategic planning and operational decision-making

Success metrics:
· Consistent reduction on average void turnaround times. 
· 95%+ empty homes let within target timeframe
· Rent loss on empty homes below 0.5%. 
· All homes let compliantly with accurate evidence and data
· Customer satisfaction with lettings processes above 85%
· Demonstrable compliance with contractual obligations. 
· Measurable improvement in performance metrics (voids time, re-let times, rent setting etc.)
· [bookmark: _Int_WRRdpZhg]Provide disaster recovery/out of hour’s service on a rota basis.


About you:

You will be:  
· Customer-focused and quality-driven.
· A collaborative, transparent, and solutions-oriented leader. 
· Committed to equality, diversity, and inclusion.
· A champion of continuous improvement.
· Self-motivated and able to motivate and lead your team to deliver best in class performance. 
· An excellent communicator, with influencing skills across a variety of audiences. 
· Confident with Excel, Power BI, or equivalent tools for reporting and analysis. 
· Flexible to work an occasional evening/weekend when there is a customer need to do so. TOIL will be given.


You will have:

· Proven experience in housing management, lettings, or voids delivery within a large housing provider or property organisation.
· Strong track record of leading and managing staff, delivering against targets, and ensuring compliance with policy, contractual obligations and regulation. 
· Demonstrable understanding and experience of non-core tenure types (e.g. Market Rent, IMR, Keyworker housing)
· Experience managing contractors and relationships with multiple local authorities and agencies. 
· In-depth knowledge of lettings legislation, compliance standards, and property management best practice. 
· Strong analytical and reporting skills, with the ability to interpret performance data and drive improvement.
· Excellent stakeholder management, negotiation, and communication skills.
· A high level of accuracy, attention to detail and accountability for delivery.
· Will have/be willing to undertake a relevant Property Management Qualification
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