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Role Profile
2025

	Job Title:
	Repairs Operations Manager

	Reports into:
	Director 

	Responsible for:
	Repairs Assistants, Senior Repairs Co-ordinator 

	Department/ Location:
	Stockwell

	Disclosure Level:
	Enhanced

	Candidate Overview:
	The ideal candidate will be an experienced manager with a strong operational background across repairs, voids, and contractor performance. They will be confident leading diverse teams, managing high-volume workloads, and driving performance across multiple workstreams. With excellent commercial awareness, strong decision-making skills and the ability to challenge and influence contractors, they will be data-driven, resilient, and able to balance customer expectations with organisational priorities. Above all, they will bring a commitment to delivering high-quality services, improving resident experience, and embedding a culture of accountability and continuous improvement within Property Services.


	Role Purpose:
	Lead the day-to-day operational delivery of responsive repairs and voids, ensuring high-quality, customer-focused service. Own the end-to-end operational performance (WIP, SLAs, KPIs), oversee frontline teams and contractors, and drive first-time fix, resident satisfaction, and value-for-money outcomes.

Repairs Operations Manager oversees the full operational portfolio, which includes;
· Customer Service Hub
· M&E ( include door entry etc.)
· Repairs and Maintenance 
· Contractor governance. 
· Budget Holder Management
· Void property inspections, scoping, and refurbishment and voids quality assurance  
· Aids and adaptations

	Key Responsibilities:

	
Operational Leadership & Delivery
· Lead responsive repairs and maintenance service, ensuring timely, high-quality, customer-focused delivery.
· Own WIP management across workstreams; deep-dive overdue works, bottlenecks and failure demand; direct recovery plans.
· Monitor and optimise SLAs/KPIs (first-time fix, right-first-time, average job duration, appointment adherence).
· Provide escalation support to frontline teams on complex repairs; coordinate emergency responses via the 24-hour rota.
· Ensure repair assistants, coordinator(s) and contractors accurately record inspections, repair notes and photos for full auditability.
· Lead on out of hours service
· Ensure calls are answered within the specific guidelines set by SW9 CH. Board
· Ensure all repair jobs are raised and categorised correctly to minimise delays and  any financial impact.
· Cost Management – ensure variations and quotes are monitored and processed in a timely manner.
· Work alongside Lambeth Council, Occupational Therapist, Careers and  Social Workers to ensure aids and adaptations are completed.

Void Property Management
· Provide weekly operational updates on void inspections, scoping, refurbishment, and turnaround.
· Oversee void budgets, quality standards and resident readiness; drive continuous improvement to reduce key-to-key days.
· Work in collaborations with the Neighbourhood team to ensure voids are offered at a lettable standards to minimise refusals.
· Update all key dates and milestone on Northgate

Complaints & Resident Experience
· Oversee and sign off Stage 1 complaint responses; ensure thorough and balanced investigation by relevant team members.
· Implement learning from complaints and Ombudsman findings; address systemic issues and failure demand.
· Champion clear resident communication and appointment keeping.

People & Performance Management
· Lead a multi-disciplinary team; set clear objectives; run 1:1s, appraisals, supervision and development plans.
· Recruit, onboard and train repairs staff; deliver on-the-job coaching and shared knowledge practices.
· Manage sickness absence, capability, conduct and performance in line with SW9 HR procedures.
· Build a positive, accountable, collaborative team culture.

Assurance & Value for Money
· Ensure operational performance aligns with corporate/regulatory requirements and quality standards.
· Track budgets, productivity and unit costs; drive value-for-money across repairs and voids.
· Contribute operational assurance data for SLT/Board reports (volumes, SLAs, WIP ageing, satisfaction).
· Proficient understanding of SOR’s to ensure cost effectiveness and value for money.
· Ensure all post inspections are carried out in a timely manner.

Contractor Management & Procurement
· Full contractor management responsibilities for all allocated contractors 
· Oversee tenders, mobilisation, onboarding, variations and commercial negotiations.
· Set and monitor contractor KPIs (quality, compliance, productivity, cost variance); drive corrective action.
· Chairing monthly meetings and recording performance

General

· Ensure repair operatives, surveyors and contractors identify and report stock condition issues, HHSRS hazards and building fabric risks during all inspections and visits, ensuring these are recorded accurately and escalated appropriately.

· Work in collaboration with the Technical Operations Manager and provide support in the absence of technical team.

Key KPIs 
· Repairs SLA compliance: ≥ 95% within priority timescales
· First-time fix rate: ≥ 85%
· WIP aged >30 days: ≤ 5% of total
· Failure demand (repeat within 30 days): ≤ 8%
· Right-first-time QA pass rate: ≥ 95%
· Emergency attendance within 4 hours: ≥ 100%
· Resident satisfaction (CSAT/NPS): ≥ 85% CSAT / positive NPS
· Stage 1 complaint response time: within organisational standard (e.g., 10 working days)
· Void turnaround (key-to-key): target agreed (≤ 45 days)


	Person Specification

	
Education & Qualifications

	· Degree-level education or equivalent through relevant training/experience commensurate to the role.
· Holds a relevant professional qualification (highly desirable).
· Holds a management qualification (desirable).
· Evidence of continuous, challenging, and relevant professional development.


	Essential 
Experience and Knowledge
	· Proven leadership of a responsive repairs service in social housing or similar. 
· Strong WIP, SLA and performance management capability; analytical and problem-solving. 
· Contractor management, scheduling, and emergency response coordination. 
· Excellent communication and complaint-handling skills; resident-centric mindset. 
· Budget management; value-for-money focused. 
· Solid understanding of housing/repairs policies, H&S, and audit requirements.
· Strong understanding of the Regulator of Social Housing’s Consumer Standards, including the Home Standard.
· Knowledge of HHSRS and practical experience responding to housing condition risks such as damp and mould.
· Up-to-date knowledge of Awaab’s Law, statutory timeframes, severity categorisation, and operational compliance requirements.
· Sound understanding of current and emerging challenges within the housing sector and the needs of diverse communities.
· Proven senior management experience within housing, property services, or repairs, with responsibility for budgets and service performance.
· Demonstrated ability to lead, develop, and motivate a diverse operational team across multiple workstreams.
· Experience in transforming services, improving operational processes, and delivering measurable performance improvements.
· Track record of mobilising contractors, driving performance through KPIs, commercial management, and collaborative partnership working.
· Evidence of building strong, productive relationships with residents, stakeholders, contractors, and partner organisations.
· Experience developing and delivering operational strategies, policies, procedures, and service plans within a social housing environment.

	Skills

	· Able to make confident, timely decisions in high-pressure, complex operational environments, balancing risk, customer impact, and organisational priorities.
· Skilled in analysing contractor performance, challenging underperformance, negotiating improvements, and ensuring value for money across multiple workstreams.
· Strong ability to interpret data, diagnose root causes, and drive performance improvement across Repairs, Voids, D&M, and contractor-led services.
· Proven skill in leading service redesign, system improvements, process transformation, and mobilisation of new delivery models.
· Highly effective at resolving complex customer issues, managing escalations, and supporting staff through challenging or sensitive operational situations.
· Strong ability to lead, develop, and motivate a diverse operational team, building capability, confidence, and accountability across multiple roles.

	Core Competencies

	· Ability to model professional behaviour, demonstrating standards aligned with SW9 CH Values and Behaviours.
· Able to work effectively as part of a small team, contributing collaboratively to team objectives.
· Able to manage and prioritise a demanding workload, meeting deadlines and KPIs.
· Excellent time management skills, with the ability to plan, prioritise, and adapt flexibly.
· Calm, professional, and composed under pressure.
· Self-motivated with a proactive, “can-do” attitude.

	Personal Attribute
	· Passionate about delivering and driving forward excellent customer-focused services.
· Team player, collaborative, and supportive of colleagues.
· Professional, ethical, and aligned with SW9 CH Values and Behaviours.
· Flexible and willing to go the extra mile to achieve organisational goals.
· 

	Values 
and Behaviours
	· Demonstrates integrity, professionalism, and ethical leadership at all times.
· Embodies SW9 Community Housing’s values of accountability, collaboration, respect, inclusion, and excellence.
· Promotes equality, diversity, and inclusion in all aspects of work.
· Committed to continuous improvement, innovation, and delivering value for money.
· Displays a customer-focused approach with a strong sense of public service and community impact.
· Acts as an ambassador for SW9, fostering trust, transparency, and partnership.

	Key Relationships
	Internal:
· Executive Director
· Senior Leadership Team
· Operational Managers and staff within SW9 Community Housing
· SNG Executives, Managers, and Finance Team
· Board and Committee Members
External:
· Residents and resident representatives
· Contractors and consultants
· SNG Asset Management Team
· Members of Parliament and Local Councillors

	Systems

	· Northgate -NEC
· Use of MS office 
· SharePoint, 
· P2P 
· Insite
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