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What’s it all aboutRenew Moves Officer
Homes Directorate - ReNew Programmes



The Renew Moves Programme is a key strand of NHG’s Homes Strategy, designed to enhance our lettings standard for void properties within the Housing Directorate. As part of NHG’s Better Homes initiative, the programme focuses on delivering high quality, newly renovated homes for residents by improving both housing conditions and resident satisfaction.

This is an exciting opportunity to be part of a dynamic programme delivering real change for residents and the organisation. In this role, you will lead on the identification, engagement, and coordination of residents relocating into newly refurbished homes.

How you’ll make a difference

· You will be the key point of contact for residents moving as part of the programme. 

· You will match residents to a suitable new home and represent residents' voices in meetings to ensure the programme delivers for them.

· Support the successful delivery of the programme by coordinating all aspects of resident moves, ensuring a smooth and efficient relocation process that prioritises resident experience and operational effectiveness. 

· Contribute to ensuring an efficient transition for residents, managing pipeline cases, and move-related tasks.

· Build, establish, and maintain effective working relationships with internal teams and other external stakeholders, and providing excellent service standards.

· Provide excellent customer service when interacting with residents either in the form of correspondence, phone or at the office, adhering to our service standards and meeting the diverse needs of the customer.



How you’ll do it

· Lead the review of resident information and tailor decant plans according to the needs of each resident to ensure that they meet their needs and the organisations objectives. 

· Develop resident profiles and define move related requirements to ensure KPI’s and targets are met.

· Lead on resident contact, visits and signups in addition to planning, scheduling, and managing all aspects of relocation activities in line with the renew programme timelines and objectives.

· Maintain resident files, information and data to ensure GDPR compliance.

· Monitor progress and report on key milestones, risks, and resident surveys to inform continuous improvement.

· Represent NHG externally and build stakeholder relationships with partners to deliver the objectives of the programme.

· Build relationships and collaborate closely with internal teams including Operations, Voids, Rent, and Disposals as well as external partners such as removal services and support agencies, to ensure the efficient and seamless coordination of all move-related services.

· Proactively identify and resolve issues impacting renew moves performance and escalating in a timely manner where appropriate. 

· Provide reports and participate in project meetings as required.

· Work across multiple London boroughs to deliver the objectives of the programme.

· Ensure that you follow and keep up to date with all relevant Notting Hill Genesis and statutory policies and related procedures including health and safety and financial regulations.

All about you

Behaviours for success

Our values set out what we stand for. You’ll need to show us how you match them and how you’ll behave to ensure those are visible when carrying out your work.  

· Compassionate		• Inclusive
· Progressive		• Empowered
· Dependable

For each value, we’ve created example behaviours to help you understand our expectations in more detail. Please refer to the framework. This role is at Staff level 

Essential knowledge, experience and skills including qualifications and professional membership  

· Strong customer services skills

· Excellent interpersonal and communication abilities

· Ability to manage sensitive conversations with empathy and professionalism

· Proficiency in using housing management systems and Microsoft Office tools

· Collaborative mindset with the ability to work across teams and with external stakeholders

· Problem-solving and decision-making skills under pressure

· This role is subject to a basic criminal record check (CRB) issued by the disclosure and barring service
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