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Role Profile 

 
Role Title: 
 

 
Neighbourhood Manager 
  

Reporting To: 
 

 
Head of Customer Services 

 
Role Purpose: 
 

 
To be an effective member of the Customer Services Team, making a 
significant and effective contribution to the operational running of 
Worthing Homes ensuring that it is well positioned to achieve its vision, 
current and future business and operational plans and performance 
targets. 
 
To take particular responsibility for the day-to-day management of the 
front line Neighbourhood teams in delivering a high performing, 
customer focused, housing management & maintenance and income 
management service.  
 
To ensure the effective management of our lettings and inclusion and 
sustainability teams ensuring they deliver their objectives 

Key Management 
Accountabilities 

 

 
 

Customer Focus  To ensure that the Neighbourhood team delivers excellent quality, 
flexible, customer focussed housing management services and that 
we achieve, or exceed, our customer satisfaction targets.  

 To ensure the team members work well with colleagues across the 
business so that they provide joined up services that meet our vision 
and values. 

 To ensure that all team members understand the importance of and 
can demonstrate a high level of commitment and excellence in 
delivering both external and internal customer services. 

 To support the implementation of the customer services strategy 
through the delivery of an excellent customer experience. 

 To support the design and implementation of the sustainability, 
financial inclusion and welfare reform strategies.  

Management  To be a positive, professional and effective role model for the team, 
supporting recruiting, inspiring, motivating, retaining and coaching 
team members.  

 To support the executive and operational management teams in the 
development of a strong culture and behaviours that focus on our key 
priorities around customers, performance, quality, efficiency and 
continuous improvement.  

 To ensure that the team has the appropriate knowledge, skills, 
experience, training and support in place to ensure that we can 
achieve our agreed plans, targets and objectives. 

 To help to drive the organisation forward to be a successful housing 
association and a modern employer that is a great place to work. 

 To support the management of the inclusion and sustainability team 
in delivering a high performing, customer focused service that 
enables residents to be financially included, sustain their tenancies 
and avoid fuel poverty. 
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 To support the management of the lettings teams in delivering a high 
performing, customer focused service that enables meets its targets 
in relation to void turnaround and expenditure 

Our Values  To set high standards and role model our values of customer focus, 
respect, clear, innovation and accountability. 

Key Functional 
Responsibilities 

This post holds accountability for the day-to-day management, 
motivation, development, performance and delivery for the 
Neighbourhood teams  

  To lead, develop and manage the team to deliver an excellent, 
customer focussed and effectively delivered service.  

 To provide effective day to day management of our general needs 
housing stock to ensure that the accommodation, environment and 
services provided meet the needs of current and future customers.  

 To be accountable for the team’s performance by ensuring the 
effective management of staff development within the team, 
including induction, training, regular team meetings, regular 1:1s, 
appraisals and performance management.  

 To ensure that the organisation maximises its income through the 
effective management of income collection and debt management 
services, adopting a proactive and preventative approach.  

 To monitor, evaluate and continuously improve services with a focus 
on excellence in performance standards, value for money and 
efficiency. 

 To review and improve existing policies and working practices and 
implement new initiatives and plans relating to the neighbourhood 
services.  

 To monitor the enforcement of tenancy conditions and provide 
direction on the handling of more complex tenancy problems. 

 To work with other agencies (including Social Services, Local 
Authorities, Community Mental Health Team, Police, etc.) to provide 
a multi-agency approach to individual tenancy and estate problems. 

 To develop and promote welfare benefits and debt advice services 
and financial inclusion and other measures to help to maximise our 
customers’ income and reduce financial exclusion.  

 To meet all identified operational plans and targets for 
neighbourhood services and provide performance information where 
required.  

 To ensure a regular programme of inspections of neighbourhoods, 
estates and common parts is maintained and ensure actions 
identified are followed through.  

 To work with the Customer Experience Manager and advisers to 
ensure a seamless service is provided to customers whilst ensuring 
specialist and technical advice and support is available as appropriate.  

 To work with asset management team, contractors and customers to 
ensure a joined up approach to the delivery of environmental and 
stock improvements, including voids, responsive repairs and major 
works, to maximise their impact on local neighbourhoods and 
communities.  

 To ensure that stock condition surveys are undertaken and areas of 
concern brought to the attention of the Head of Asset and New 
Business. 

 To ensure the effective management of the lettings function to 
minimise our rental losses, making recommendations to the 
operational management team where the policy needs to be 
amended to ensure that we deliver our mission for quality homes. 
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 To ensure the effective management of the inclusion and 
sustainability team to ensure we deliver maximise residents’ income, 
reduce instances of fuel poverty and assist our residents to maintain 
their tenancies  

 To ensure our sustainability and welfare reform strategies are 
effectively implemented and delivered and assist with the design of 
future strategies  

 To work with the head of customer services to identify and ascertain 
resourcing requirements of inclusion and sustainability team and 
predict future impact of welfare reforms on our customers 

 To work collaboratively across the organisation with other managers 
and in particular take the lead in and/or participate in one off 
projects/project groups.  

 To play a key role in modernising our working practices and be a 
member of our modern working project team. 

 To provide specialist support in areas of expertise to other colleagues 
across the business and in particular in other neighbourhood teams. 

 To ensure the delivery of services within budget and be responsible 
for the monitoring of departmental budgets. 

 To ensure that residents are encouraged to participate in shaping the 
way in which services are delivered. 

Corporate 
responsibilities 

All employees share our corporate responsibilities 

Health and Safety, 
Equal Opportunities 
and Risk 

 To ensure that Worthing Homes provides a safe place to work and 
live for our customers and staff and that we demonstrate a high 
standard in Health and Safety policy and practice across the 
organisation. 

  To demonstrate our commitment to equality of opportunity as a 
provider of homes and as an employer.  

 To ensure that we deliver all of our services while ensuring the 
effective management of risk. 

Person requirements 
to fulfil the role 

 

Qualifications  A level education or equivalent through relevant training/experience.  

 Chartered Member of the Institute of Housing or other appropriate 
professional qualification desirable.  

 Additional training that demonstrates that the post holder has the 
appropriate calibre for a management post and is able to keep 
abreast of the challenges of the professional areas managed will be 
an advantage. 

Behaviours  The post holder must be able to demonstrate a commitment to and 
the ability to role model our values and behaviours 

Knowledge and Skills  Comprehensive knowledge and understanding of housing 
management, welfare reform, financial inclusion and sustainability 
issues 

 Knowledge of the legal, regulatory and operational issues related to 
housing management services.  

 Excellent verbal and written communication skills. 

 Effective community engagement and stakeholder management 
skills, building and maintaining positive external relationships and 
networks. 

 Ability to work under pressure, dealing with competing priorities and 
delivering results to tight deadlines. 
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 Good numerical and analytical skills, and an ability to understand and 
interpret information. 

Experience  Experience of managing and developing housing management and/or 
property surveying/maintenance services.  

 Experience of leading and managing projects and co-ordinating staff 
across different teams.  

 Experience of managing and motivating teams to deliver objectives 
and targets.  

 Experience of effectively managing departmental budgets, ensuring 
services represent value for money. 

 Evidence of commitment to and delivery of high quality customer 
services and commitment to continuous improvement. 

 Experience of reviewing, developing and implementing new policies 
in line with changes in legislation and best practice. 

Leadership  The post holder will have the ability to be an effective role model for 
Worthing Homes at the management level and to be able to develop 
productive working relationships.   

 
Note: All Worthing Homes employees are expected to be flexible in undertaking the duties and 
responsibilities attached to their role and may be asked to perform other duties, which reasonably 
correspond to the general character of their role and their level of responsibility. 
 
 


