	Job title:
	Head of Disrepair

	Line manager:
	Director of Repairs  

	Grade (if applicable):
	tbc

	Direct reports:
	Disrepair Operations Manager and Disrepair Team Leader
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	Role purpose:


	As the Head of Disrepair within the Repairs Team, you will lead and develop the teams responsible for the operational delivery of legal disrepair in all four regions across Peabody. You will provide oversight and analysis to the wider service in relation to service failure, lead on the development of improvement initiatives and ensure that our residents remain at the centre of all that we do.  You will be organised, accountable and customer focused, ensuring the services we provide offer value for money, are of good quality and are aligned with our values and objectives.



	Key results:

The wider Repairs Team is responsible for the delivery of all property services across Peabody, including: 

· Day-to-day responsive and major repairs
· Disrepair; damp, mould & condensation; EHO and escalated cases
· Empty Homes / Voids 
· Aids & adaptions
· Planned Preventative Maintenance and proactive case management
· Service delivery for repairs managed through the DPS Marketplace
· Planning for the in-house DLO
· Professional property related services

As the Head of Disrepair, you will: 
· Lead on the delivery of a first-class repairs service to our residents and ensure the provision of quick and effective resolutions to disrepair cases by working closely and collaboratively with our internal colleagues, external solicitors and our residents.
· Develop and lead the legal disrepair operational teams and ensure our processes adhere to the Pre action Protocol for Housing Condition Claims.
· Develop service improvement initiatives through collecting, analysing, and reporting on disrepair data to identify trends and areas for improvement.
· Prepare regular reports on disrepair performance for senior management and other stakeholders and utilise data to inform resource allocation and decision-making.
· Drive operational improvements through learnings by regularly monitoring and evaluating the performance of the disrepair service. 
· Manage the budget and resources allocated to the disrepair service, including the budget for both operational works and compensation awarded to residents. 
· Ensure that staff comply with all group policies, regulatory responsibilities and standards at all times, taking necessary action where there are any breaches or issues.
· Drive the delivery of new initiatives for any new legislation or regulations, including but not limited to, HHSRS and Awaab’s Law, making operational changes to ensure compliance with those regulations.
· Promote early intervention techniques and alternative dispute resolution strategies, with a focus on rebuilding trust with our residents with open, honest communication, ensuring that we deliver on our promises.
· Demonstrate an unwavering commitment to promoting and celebrating diversity, fostering a culture of inclusivity and equality throughout the disrepair team and beyond.

	Success metrics:

· Adherence to SLA’s in relation to customer communication and engagement
· High levels of satisfaction across stakeholders for services provided
· Improved efficiency in the delivery of services and overall reduction in disrepair cases
· Excellent stakeholder engagement
· Reduction in overall costs associated to disrepair claims 
· Projects managed in agreed time frames and progress updates to be provided when required 


	
About you:

You will be:

· An inspirational leader, with excellent communication skills, generating confidence and respect with a wide variety of audiences 
· Accountable, responsible and motivated to do the right thing by our residents
· A problem solver, able to work independently at pace and under pressure and able to consistently deliver
· A customer service champion with the passion and commitment to delivering excellent customer experience – being easy, reliable and empathetic in the way you deal with residents, and colleagues 
· Positive about change, be confident to raise issues in a constructive way, be adaptable and view change as an opportunity to improve services, performance and efficiency
· Focussed on identifying and driving operational effectiveness to ensure a seamless service across all repairs work streams
· Able to communicate effectively with a wide range of stakeholders, have great negotiation skills and a pragmatic yet empathic approach

You will have:

· Experience of leading and managing multifunctional, fast paced repairs teams in a social housing setting, with a strong approach to teamwork and collaboration 
· Proven experience in managing housing disrepair services and leading disrepair projects, including experience in dealing with damp and mould and HHSRS cases
· Demonstrable experience of repairs service delivery, including how to maximise value for money, performance and quality
· Excellent communication and interpersonal skills, both written and verbal
· The ability to build and maintain strong relationships with tenants and other stakeholders
· Strong analytical and problem-solving skills
· Strong commercial awareness with knowledge of budget management, planning and proven experience of leading on risk management 
· The ability to work collaboratively with all parts of the business, representing the team and taking a balanced view, prioritising what is best for the business and our residents
· Excellent networking, negotiation, influencing and stakeholder management skills
· An excellent understanding of IT and digital platforms with proven experience of using these to drive efficiencies and improve operational performance




Leadership Responsibilities: 

• As a member of the leadership team, you will support and enable the delivery of the Group Strategy 
  through strategic and operational contribution.

• You will demonstrate strong leadership skills to help build a diverse and inclusive organisation; 
  ensuring that Equality, Diversity, and Inclusion principles are fully embedded in the 
  attraction, recruitment, development, and retention of your teams and within the delivery of
  our services.

• You will be a confident role model and leader, ensuring you reflect the values of the organisation,  knowing what it takes to motivate your team and ensuring they have the right tools to do the job. 

• You will empower your teams to develop and grow, leading with trust and showing appreciation. 

• You will build effective networks internally across the organisation and externally to support delivery 
  of the group strategy and the localities model.
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