	Job title:
	Allocations & Lettings Manager

	Line manager:
	Assistant Director of Operations - NWL

	Grade (if applicable):
	2

	Direct reports:
	10
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	Role purpose:

	Peabody lets over a thousand homes during any given year. We are governed by strict regulations and need to ensure that our activities are delivered in compliance with these regulations by ensuring that our housing systems and lettings activities meet the data, audit, and regulatory expectations of the sector. 

[bookmark: _Int_wo9HwJ6O]You will be accountable for delivering a key aspect of our core landlord service, responsible for the letting and allocations of our homes ensuring that the Association makes best use of its resources, carries out its duties as a Registered Social Landlord, achieves and exceeds performance targets and service standards. 



	Key results:
· [bookmark: _Int_xfcCXRk3][bookmark: _Int_y2yzmzu0]Manage, coach, and inspire a team of Allocations & Lettings specialists to deliver a customer focussed service for our customers - have a clear focus and set objectives to ensure colleagues are equipped to deliver organisational objectives and meet customer expectations, supported by robust performance management and people development. 
· Deliver technical support, professional guidance, and training to the Allocations & Lettings Team, using your knowledge of legislation, regulatory standards, good practice to inform sound decision- making. 
· [bookmark: _Int_vKFc3I2E][bookmark: _Int_PU7xbN6i][bookmark: _Int_HPaLN3BI]Maintain effective governance by collaborating with the Assistant Director of Customer Services and Head of Centre of Excellence (Allocations & Lettings) on operational performance; providing accurate and timely information, analysis and reporting relating to your team and ensuring the completion of statistical returns. 
· [bookmark: _Int_ozxvXDDB]Be responsible for ensuring compliance to all legislation, regulation, contractual and policy obligations. 
· [bookmark: _Int_RM081GTF][bookmark: _Int_Cs4aOs1Q]Develop and maintain professional working relationships with multiple local authority partners in relation to Allocations to ensure effective negotiation of, and compliance with, nomination agreements, annual and local lettings plans. 
· [bookmark: _Int_Vu2ItCIA]Manage the budget effectively ensuring value for money and compliance and seek and adopt financially efficient ways of working. 
· [bookmark: _Int_d3BZ0cbd]Provide effective management and operation of a variety of moving options - CBL, nominations, transfers, temporary rehousing, management moves, reciprocal moves, asset management disposal opportunities and to enable customer mobility. 
· [bookmark: _Int_7ZpgM14e]Provide support to the Neighbourhood Management and Business Support teams on the operational delivery of all tenancy changes, including successions, assignments, and discretionary tenancies, ensuring best use of stock, and combatting tenancy fraud. 
· Oversee the prompt and customer focused resolution of complaints, enquiries and feedback, and lessons learnt are documented and shared across the service. 
· Ensure robust contract management and effective management of our subscriptions, including with our temporary rehousing service providers, to ensure high quality services, positive customer outcomes, compliance with procurement regulations, and financial efficiency. 
· Be a subject matter expert and an ambassador of excellence for allocations and lettings across the organisation - representing on projects, collaborating on service improvement opportunities. 
· Support the delivery of service and system improvements to enable customers to access services through digital/ online platforms. 
· Apply strict compliance to all general and scheme specific nomination agreements (and local lettings plans), including policies and legislations relating to the role.
· [bookmark: _Int_k1XUWRyZ][bookmark: _Int_ykm31t2Z]Proactively monitor the operation of the lettings system to ensure that this complies with regulatory standards and is administered within Peabody’s policies and procedures.
· Keep up to date with changes in housing legislation, best practice, policies, and procedures. 
· [bookmark: _Int_a57ygL23][bookmark: _Int_yY9Gchvo]Ensure compliance with Peabody policy, standing orders, statutory, contractual, and other regulatory requirements. To update and maintain systems/records to ensure that information/data is kept up to date, is stored, and accurate and that KPI’s are met. 
· Ensure that all policies and procedures are adhered to so that consistent and standard practice is achieved across the organisation, and ensure all properties are legally compliant prior to letting/marketing.
· You will be a data steward/owner for relevant allocation and lettings related data, and ensure we deliver data compliance, quality, and control. 
· You will bring the organisational mission and values to life through the work we do around allocations and lettings and embed this across your team and the local teams. 



	Success metrics:
· [bookmark: _Int_2Se0BuG6]Leading the service and, through your team, achieving KPIs (Key Performance Indicators) and performance targets, including effectively meeting housing need, minimal re-let times and void rent loss, cases managed within appropriate timeframes, delivery of services in line with budget, and high-quality services with a local approach. 
· [bookmark: _Int_kE7s9hgt]High customer satisfaction and perception scores around allocations and lettings activity, and leading projects and plans around service improvement to increase positive customer impact. 
· Delivering a compliant service that meets legislative, regulatory, contractual and policy requirements, with clear record keeping and good governance around decision-making, information, and data.
· Strong relationships across the team, organisation and sector leading to tangible positive customer outcomes and better ways of working.
· Provide a disaster recovery/ out of hour’s service on a rota basis.




	About you:

You will be:
· Totally committed to delivering excellent customer experience – you will embody and champion our values whilst fulfilling our service promises every day in the way you deal with customers and colleagues.
· You will be able to work collaboratively with all parts of the business, forming strong partnerships and using your relationship-building skills to achieve great outcomes. 
· An excellent manager who knows how to get the best out of your people through coaching, performance management, succession planning and development conversations. 
· [bookmark: _Int_sbLSNHJz]A housing professional with substantial Housing Management and Allocations experience, who is subject matter expert and has demonstrated effective running and delivery of an Allocations service within a social housing setting, ideally with experience of operating in a large organisation. 
· [bookmark: _Int_9EsNms6v]Energetic and inspiring, you will have a good track record of delivering excellent customer service, delivering tangible outcomes for a diverse range of customers. 
· Ensuring that our vision and customer expectations, as well as leadership expectations, are embedded throughout your teams and that colleagues within the Allocations Team are fully engaged. 
· [bookmark: _Int_BtzRMDfM][bookmark: _Int_t3bASAEu]A team player and collaborative colleague, you’ll also demonstrate your ability to work through organisational structures and operational challenges, removing barriers and blockers and simplifying perceived complexity. 

You will have:
· [bookmark: _Int_m9GDNQaH]Experience of managing an Allocations Team that operates to customer focussed solutions and is accountable to the overall aim of improving customer satisfaction. 
· Experience in the delivery of service improvements and customer engagement initiatives. 
· A strong commitment to the principles of equality, diversity, and inclusion. 
· Exceptional communication skills that will enable you to inform and influence your team. 
· [bookmark: _Int_I0KZa6Cb]You’ll show a considered, intelligent approach to managing and implementing change, with high attention to detail and consideration of customer and employee/ team engagement and the broader organisation. 
· [bookmark: _Int_hEPIgXJD][bookmark: _Int_ENBI8bsU]Ability to adapt at working to tight deadlines, and conscious of the need for timely action whilst always remaining positive and resilient. 
· Experience across a range of housing functions; lettings and allocations, housing options, and homelessness prevention. 
· Creativity and tenacity – you know the challenges the sector face with the housing crisis and supply and demand issues, and you want to use your innovation and experience to find solutions and make a difference. 

Desirable
· [bookmark: _Int_QRmT4xLW]Previous experience working in the social housing sector or in a large organisation with many dependencies. 
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