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GreenSquareAccord Job Description

	Job Title
	Regional Operations Manager
	Location
	10 Brindley Place / Hybrid Working

	Directorate
	Operations (Property)

	Department
	Repairs Operations
	Date updated
	March 2025

	Job Family
	Trades 
	Grade
	5

	Role Purpose

	
[bookmark: _Hlk71800805]GreenSquareAccord has a legal duty to ensure properties and customers’ homes are well maintained and safe, with repairs and maintenance completed to a high standard, and within timescales. This role will be the trusted lead, responsible for the in-house delivery of general building repairs, empty homes (voids) works to return properties ready for letting, delivery of capital improvement works through internal direct labour resource and any other works identified   through a disrepair, legal or local authority enforcement. The team also delivers general surveying services to respond to customer enquiries, technical follow up, property diagnostic problem solving and specification and management of works.

This is a key management role that will work closely and collaboratively with Head of repairs, service functions, and with colleagues in Housing localities, Finance and Health & Safety, with responsibility for delivering operational targets and the wider business plan objectives. Key to success will be effective teamwork and developing the knowledge of the direct reports to the post. 

The role is responsible for ensuring continuous improvement particularly in terms of compliance with legislation, key performance targets, value for money, safety and resident satisfaction.


	Role Context

	
The role can be varied and can involve regular discussion on reprioritisation of work and resources to meet targets, requiring agility and creativity, however the ability to plan and manage for the longer term is as important, wanting to see resources effectively managed to deliver long term value for money.

Key to the success of the team is the ability to communicate proposals to residents, manage expectations, listen to feedback and then deliver to the agreed targets, particularly in terms of quality and time. 

This post has specialist teams for which there is direct responsibility. Service delivery to the residents will be achieved through successful management of these teams, each with a defined geographical area. Close and continual liaison with managers is essential to assist in the delivery of an efficient service. The team also utilises sub-contractors to deliver aspects of the maintenance service alongside the internal DLO teams and these will be managed and monitored to ensure value for money and best practice. 





	Key Accountabilities

	
Strategic Management
· Maintain a clear perspective on all aspects of the empty homes and repair service, to be an effective point of contact for all parts of the organisation on performance and problem resolution of operational problems. 
· Through maintenance analysis inform short to long term investment plans by priority and with detail to inform budget planning.
· Lead and motivate the team to deliver great resident services and implement a culture of continually challenging and improving service delivery to meet expectations.
· Ensure budgets are proactively managed and that the trading account is monitored, ensure asset management policies and procedures are applied.  
· Monitor benchmarking information for the service against other providers and report performance.
· Contribute to the formulation and review of strategies to ensure decision making supports the effective delivery and achievement of business objectives. 
· Ensure all CDM requirement are fulfilled and implemented as required.
· Interpreting data and taking necessary corrective action where required. 

Performance Management
· Ensure that each of the different work streams within the service meets overall KPI’s for its main areas of work including progress against target, resident satisfaction, value for money, timeliness and audit.
· Ensure the work programme is continually updated and communicated internally and externally.
· Attend locality board meeting with key stakeholders, Decant Meeting etc 
· Ensure complaints managed correctly and promptly  including surveying & Repairs 
· Ensure mobile working solutions are fully integrated and utilised, and the management systems are updated accurately with all information about the progress, status and completion of works.
· Continually monitor data to provide insights into the business of repairs, looking for and responding to evidence of unusual patterns or trends.
· Ensure any resident complaints identified are responded to under the local resolution framework or formal complaints procedure if applicable.
· Monitor resident satisfaction closely and ensure where performance has not met targets appropriate action is taken to continually improve.
· Ensure white fleet of vehicles is managed in line with policies and procedures and value for money is maximised.
· Provide statistical analysis and reports on operational performance as required.
· Maintain and improve integration between the trades and the supply team to ensure the materials are available to complete work on time.
· Provide information and support to external organisations, including performance, technical and confidential where required.

Value For Money
· Manages trading accounts and monitor the spend for overtime, call out and materials.
· Provide budgetary information to assist in monthly forecasting processes.
· Review plant and material expenditure and ensure appropriate controls and decisions made on core product usage.
· Ensure the best use of available engineer resources are implemented to meet Group targets.
· Ensure proper financial records are captured to account for income and expenditure.
· In line with the timetable agreed, review invoicing and ensure that payments are properly scrutinised and authorised only when payment is correctly due are invoices approved.

Staff Management
· Ensure day-to-day and strategic supervision of direct reports and the trade team members is in place and task/work is completed in line with programme, quality standards and resident expectations.
· Ensure there is a robust process in place to assess the performance of engineers including; quality and speed of work, non-productive time, welfare, adherence to health and safety requirements, attitude, remote working, travel and resident satisfaction.
· Performance managing supervisors and carrying out regular 1-2-1’s and appraisals.
· Ensure comprehensive risk assessments, HAV and COSHH assessments and method statements and process charts are maintained and communicated to staff at all times.  
· Investigate performance issues and implement improvements. 
· Ensure that the Group’s corporate vision and values are understood and upheld.
· Lead the team ensuring they are motivated and empowered to achieve their full potential and understand the link between business objectives, team targets and personal roles. 
· Work closely with the Group Safety, Health, Environment and Facilities Manager to ensure all health and safety site activities are managed in line with current legislation.  Ensure all  trade staff are fully trained to complete their roles in a safe manner.  
· Ensure regular and meaningful tool box talks are in place for trade staff to ensure consistent delivery of key messages and two-way updates on relevant issues.
· Work to ensure the annual staff survey results for the team achieve targets.
· Maintain an on call rota for staff to provide onsite emergency repairs out of hours. 
· Take part in an out of hours escalation rota.
· Manage the process of staff recruitment, induction and retention. Work with the Human Resources team to ensure the proper management of staff and the correct procedures and polices are applied consistently across the team and the wider group.
· In the event of an emergency situation take control and organise resources including staff, in circumstances where there is no guidance or precedence use knowledge and initiative to minimise risk and limit further damage.

Contract Management
· Pro-actively manage the relationship with contractors engaged to deliver services to residents to the requirements of relevant policies and procedures.
· Ensure performance management and quality control of work being carried out by contractors is in place and records are updated on the electronic contract management system.
· Comply with standing orders for the procurement of works and services to contractors and suppliers in accordance with contractor management policies and procedures.
· Work closely with the Procurement team to ensure an effective and efficient supply chain, delivering the right materials to the right jobs at the right time, enabling work to be completed within target. 

Health & Safety 
· Each manager is responsible for the effective management of health and safety within his or her own area or function.  In particular this includes:
· Ensuring that safe systems of work are implemented;
· Enforcing personal protective equipment requirements;
· Conducting and documenting audits on working practices to ensure compliance with health and safety policies and procedures.
· Ensuring CDM procedures are adhered.
· Ensuring that employees are adequately trained for the tasks they perform;
· Ensuring work allocation is issued only in accordance with skill and competency of individuals 
· Monitoring premises and work equipment, reporting faults where necessary;
· Identifying and reporting health and safety related problems;
· Participating in the risk assessment programme, including production and review of risk assessments; method statements, COSHH and HAV assessments.
· Setting a good example on health and safety matters;
· Ensuring compliance with all relevant regulations.



	 

	Supervisory/Managerial
	Direct reports of:
2 Locality Maintenance Managers.
3 Area Operations Manager.

Overall team structure is approximately 80 colleagues.


	Specialist Advice
	Required to provide advice on technical, financial and professional solutions to senior colleagues, trade staff and residents.


	The GSA Way

	Our commitments are the culture that defines who we are, they shape the way we interact with our customers and colleagues, impact the way we prioritise and make decisions, and are the way we do things around here.

As a GreenSquareAccord colleague, you are expected to demonstrate our core commitments of the GSA Way. These are:
· We believe our customer is everything.
· We are one team. 
· We are supportive and caring.
· We are business-minded for social purpose.
· We are curious and ambitious.


	Working Relationships and Contacts

	Internal
	· GreenSquareAccord Limited managers.
· GreenSquareAccord Limited employees.

	External
	· External companies and other Housing Associations.
· GreenSquareAccord Limited suppliers.
· Consultants, third party agencies, solicitors, etc.
· GreenSquareAccord Limited customers/residents.
· Members of the public.
· Members of Parliament.
· Police and other emergency services.
· Local Authorities and registered social landlords.
· Citizen Advice Bureau and law centres.

	Other

	· Undertake other duties as may reasonably be required.
· Actively contribute and participate in PDR development reviews and discussions, supervision meetings, and other meetings, as required.
· Complete training that is relevant for the role.






Person Specification

	 
	Essential
	Desirable

	Qualifications

	Professional Qualifications
	· [bookmark: _Hlk71800880]Core qualifications in building related specialism
· NVQ level or similar. 

	

	Membership of Professional Body
	
	· RICS/CIOB/CIH

	Specialist Qualifications 
	
	· Project management qualification.
· Asbestos awareness.

	General educational ability
	· BTEC, HND/HNC or equivalent ability or vocabulary, verbal reasoning and numerical skills to the equivalent ability level.
	· Degree, or major professional qualification or equivalent ability or vocabulary, verbal reasoning and numerical skills to the equivalent ability level.
· Degree in a building, housing or asset management related subject.

	Knowledge, Skills and Experience 

	Specific skill/ experience required
	· [bookmark: _Hlk71800934]Detailed knowledge of building construction and maintenance.
· [bookmark: _Hlk71800955]Demonstrate excellent commercial awareness / management
· [bookmark: _Hlk71800979]Practical experience of leading and managing technical staff.
· [bookmark: _Hlk71800989]Experience in Risk and method statements and interpreting the requirements.
· [bookmark: _Hlk71801005]Experience to lead and manage a large team of trade colleagues through supervisors.
· Ability to extract, interpret and present financial and statistical performance data to inform service development/improvement.
· [bookmark: _Hlk71801036]Ability to identify trends and develop policy and service improvements.
· Ability to write policy and procedures to underpin the service area.
· Understanding of procurement best practice and experience of procuring contracts and managing external contractors and suppliers.
· Ability to process and review complex information to inform decisions.
· Responsibility for preparing and delivering medium- and long-term planning
· Understanding of Health and Safety requirements and experience of its practical application.
	· Understanding the role of registered providers in meeting housing need and an appreciation of the needs and circumstances of social housing residents and the communities in which they live.
· Project management experience.
· Ability to understand and resolve complex problems, sometimes applying creative thinking to identify and apply new solutions.
· Experience in operation on housing management systems and SQL report writing packages at a higher level.
· Experience of resource planning and use of resource planning applications.
· Ability to manage and develop an effective mobile working solution

	General work experience/skills
	· Experience of managing quality in a customer service led environment.
· Ability to work in a role cross cutting with other services and teams
· IT literacy using windows-based word and database software.
· Experience of managing multiple complex issues requiring high levels of concentration.
· Ability to meet deadlines and ensure individuals and teams are meeting deadlines.
· Engaging presentation style adaptable to different audiences.
· Act and behave in such a way as to uphold company values and behaviours.
	· Experience of leading value for money projects.
· Experience of working with a contact centre on service delivery and service improvement projects.
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