
 

 

What’s it all about 
 
As a Housing Operations Manager you will lead, 
manage, and inspire a team of housing officers 
dedicated to delivering exceptional services to our 
residents.  You will understand resident needs, 
take ownership of issues, see tasks through to 
completion and advocate for customers. Beyond 
team management, you will act as an ambassador 
for residents, driving positive change within NHG 
for their benefit. 
   
As the go-to subject matter expert in housing-
related, service charge, and property matters, 
your expertise is invaluable in leading your teams 
through complexity, balancing customer and 
business needs to deliver for both. 

 

How you’ll make a difference 
 

Expected Outcomes: 
 

• Mobilise your team to prioritise customer 
focus, professionalism, and passion, leading 
to increased customer satisfaction and 
enhancements in NHG places. 

 

• Advocate for residents and your team, driving 
effective changes in service delivery that will 
result in continuous improvements. 

 

• Collaborate internally and externally to deliver 
projects and service improvements, fostering 
continuous improvement in your own practice 
and the services you provide. 

 

• Ensure your team understands resident 
needs, takes ownership of issues through to 
completion, represents the resident voice and 
communicates a consistent NHG response. 

 

• Support your team in handling complex 
matters and lead on these when necessary for 
the Senior Management Team (SMT). 
 

• Lead the delivery of the vision across six key 
areas of the Customer Strategy, ensuring your 
team excels in all Key Performance Indicators 
(KPIs). 

 

How you’ll do it 
 

Leadership: 

• Advocate for leaseholders, leading by 
example in excellent customer service and 
challenging yourself and others to improve 
leaseholder outcomes in line with our 

customer strategy.  
 

• Effectively promote collaborative approaches 
to engage teams to work successfully to 
deliver the objectives of the Better Together 
strategy.  

 

• Provide relevant senior level advice and 
guidance as required.  

 

• Take responsibility for your own development, 
ensuring any gaps are identified and a 
learning plan put in place.   

• Support, coach and mentor your team, setting 
clear expectations, reviewing performance 
targets and ensuring each member has 
tailored objectives and a learning plan. 

Operational: 
 

• Lead your team to ensure we are achieving 
Better Connections with our residents through 
meeting KPI’s around visits, resident contact, 
and enquiries. 
 

• Be accountable and visible to our residents, 
listen to them, and balance their needs and 
that of NHG. 
 

• Use customer satisfaction data to understand 
drivers of dissatisfaction within your team and 
put steps in place to improve. 
 

• Ensure your team works in line with our 
income collection procedures to ensure 
maximisation of income. 
 

• Be accountable for the service charge setting, 
and collection within your portfolio, to ensure 
these are fair and reasonable. 
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• Ensure our residents and homes are safe, 
through maintaining oversight on repairs, ASB 
and safeguarding, making sure your teams 
are working in line with our procedures. 

 

• Work with the repairs and assets team to plan 
and deliver asset improvements across our 
portfolio. 

 

• Develop and maintain strong external 
relationships with stakeholders, including local 
authorities, Cllr’s, and MPs. 

 

• See through to satisfactory completion 
escalated customer issues, and ensure 
lessons are learnt. 

 

• Identify and mitigate risks, including high-risk 
cases, supporting action plans that deliver 
customer-centred outcomes and escalating 
issues transparently where necessary. 

 

General: 
 

• Recruit, train, and induct new starters within 
your team, ensuring your team remains up to 
date on all mandatory training. 

 

• Manage your team, including performance 
management procedures, disciplinary and 
grievance policies are followed quickly when 
needed.  Lead on any relevant investigations 
or hearings as required. 
 

• Ensure you and your team keep up to date 
with and comply with all applicable statutory 
requirements, NHG policies and procedures, 
including financial regulations, health and 
safety and the code of conduct. 
 

• Actively contribute to the operational 
management team, supporting peers and 
senior leaders with training and assistance. 
Build positive relationships across Operations 
and NHG, avoid silos and encourage curiosity, 
innovation and continuous improvement. 
 

• Support the provision of an efficient, effective 
comprehensive housing management service 
within a defined geographical area. 
 

• Provide a structured approach to case 
management to achieve the best outcomes 
for customers and the business. 
 

• Ensure your team implement an empathic 
approach when working with customers to 
ensure the unmet, unarticulated needs of our 
customers is at the forefront of our agenda. 
 

• Work with Business Partners to proactively 
resolve issues that require the input of their 
specialist subject, e.g. repairs, service 
charges etc. 
 

• Carefully monitor expenditure against 
available budgets. Ensure that appropriate 
checks and controls are in place, to achieve 
confidence in spend against monthly budget 
plans and financial forecasts.  
 

• Build strong partnerships with internal 
departments and external agencies to make 
sure customers benefit from these 
connections; a multi-agency approach is 
achieved and value for money is maximised. 

 

 
All about you 
 

Living our values 
 
Our purpose is to create a fairer London where 
everyone has a place to call home, and our 
mission is to listen to our residents and provide 
homes and services that enable them to thrive. 
Our values are at the heart of everything we do 
and guide how we work, collaborate and make 
decisions every day. By bringing them to life, you'll 
help us deliver our mission and make a positive 
difference for residents, communities and 
colleagues 
 
Our values are:  

• We succeed together 

• We keep our word 

• We do better every day 
 
To learn more about our Values Framework, 
including what each value looks like in action, 



 

 

please refer to our full Values Framework 
document. 
 
This is a people manager role. Please refer to our 
people manager standards.  
 
 

Essential knowledge, experience and 
skills, qualifications and professional 
memberships including regulatory 
requirements 
 

• Proven leadership in exceeding KPIs and 
delivering excellent services to residents. 
 

• Management of a housing, leasehold or multi- 
tenure team delivering services to residents. 

 

• Successful staff development and 
performance management experience. 
 

• Proficient in spoken and written English, with 
strong report-writing skills for senior leaders. 

 

• Intermediate Microsoft Office skills for drafting 
complex correspondence and reports. 

 

• Demonstrated adaptability, leading teams 
through ongoing change. 

 

• Mature and flexible approach with high 
emotional intelligence and composure under 
pressure. 

 

• Excellent interpersonal and communication 
skills, including diplomacy, negotiation and 
political sensitivity, enabling effective 
collaboration with a diverse range of people. 
 

• Strong organisational, time, resource and 
workload management skills, with the 
flexibility to respond promptly to changing 
priorities. 

 

• Up to date working knowledge of the welfare 
benefits system. 

 

• Passionate about maintaining excellent 
standards for customer benefit. 

 

• Evidence of excellent service improvement 
achievements in a customer- focussed 
environment. 

 

• Strong financial and budget management 
skills. 

 

• Level 4 qualification in housing or equivalent. 

https://www.nhg.org.uk/media/luyjjrvl/people-manager-standards-2.pdf
https://www.nhg.org.uk/media/luyjjrvl/people-manager-standards-2.pdf

