

L&Q Group
	Role title
	Managing Agent Contract Manager

	Date
	9/10/24

	Reports to Title
	Head of Managing Agent Relationships

	Version
	1.0

	Grade
	09

	Role Persona
	Agile 

	DBS Disclosure Required:
	Yes
	
	No
	x
	Standard
	
	Enhanced
	
	Enhanced +
	

	Responsibility for End Results

	Purpose of role
To provide Managing Agent support to service delivery teams within L&Q and residents. Ensuring services are customer focussed and deliver VFM for customers to drive resident satisfaction for LCHO.

Ensuring we work effectively with Managing Agent services to deliver good services for residents 
though proactive management of Managing Agents, ensure they respond where appropriate to 
compliance data requests


	Key Responsibilities / Deliverables:

	Main Accountabilities:  List the major activities or functions necessary to achieve the job’s end results.  The percentage of time spent on each of these should add up to 100%. 
	Time
(%)

	1. Leadership and management including customer service/ values

· Work with superior landlords and/or their agents and similar third parties to foster excellent working relationships, to ensure the interests of L&Q and its residents are protected and that superior landlords and their agents etc are delivering all services in accordance with the requirements of the lease, statute and all relevant regulatory requirements. 
· Support the Service Charge Team Manager (Managing Agents) in checking the service charges levied by superior landlords and/or their managing agents to make sure their expenditure is in accordance with the lease and Landlord and Tenant Act rules. As needed challenge on reasonableness and VFM for the services provided. Where appropriate raising challenge and assisting with First Tier Tribunal cases.

	30

	2. Strategy/ achieving objectives

· To support the Head of Managing Agent Relationships to deliver strategic and operational objective with superior landlords, superior landlords’ managing agents, RMC and RTMs and/or their appointed agents as well as with any managing agents directly appointed delivering services to our mainstream housing stock.
· 
	15

	3. Working with others – internal

· Support colleagues across the organisation so they understand the various relationships we have with superior landlords and/or their agents etc. and are able to work with these parties to protect L&Q and its residents. Where operational teams have concerns about the services being delivered particularly as they relate to an health and safety matters or any other responsibilities, to guide and/or intervene as needed to address these issues so the operational teams may resume ownership thereon.
· Where required intervene if the superior landlord and/or their agents etc. are concerned that L&Q are not adhering to their obligations including failure to pay service charges, on resolution returning ownership back to the relevant operational teams.

	15

	4. Working with others – external

· Support the Head of Managing Agent Relationships in the collection of all or a sample of compliance records from all or selected superior landlords as needed.
· Develop positive and collaborative relationships with managing agents and superior landlords and act as a point of contact to assist Managing Agents in dealing with L&Q.
	15

	5. Budgetary responsibility
· None
	0

	6. Compliance

· Monitor, manage and report on finance and safety compliance on buildings and estates controlled by third parties and ensure any incidents of non-compliance are escalated in accordance with relevant protocols and legal options.



	10

	7. Records and systems
· Support the Head of Managing Agent Relationships in developing and maintaining our database which captures all relevant information and data for block/estate with superior landlords and their agents etc.

	10

	8. Risks 	
· Assess and manage risks associated with areas under the jobholder’s control.

	5


	Financial Responsibility: Enter below any revenue, operating or capital budgets for which the role is accountable.

	

	People Responsibility: 
Indicate below the number of employees for which the role has supervisory / management responsibility.  If the number varies, indicate an average or a range. 

	
	Direct Reports
	Indirect Reports

	Total Employees
	0
	0

	Please list below any outsourced service providers that are managed by the role (e.g. payroll), or any functional / project management responsibilities.

	•	Managing agents appointed by L&Q


	
Technical Knowledge/Skills 

	List of technical knowledge/ skills required to successfully perform the job role; including professional qualifications (please note whether it is essential or desirable)

	· Excellent understanding of leasehold block management in the private sector and working with managing agents both directly employed and appointed by superior landlord - Essential

	· Excellent attention to detail and analytical skills with ability to prioritise and manage a varied workload to meet agreed deadlines – Essential

	· A working knowledge of relevant legislation (i.e. S18-30 Landlord and Tenant Act 1985, Commonhold & Leasehold Reform Act 2002, Leasehold & Freehold Reform Act 2024), RICS and TPI guidelines, regulations and procedures - Essential
	· Ability to read, interpret, apply, and explain complex title (i.e. leasehold) provisions. - Essential

	· TPI and or RICS or relevant 
experience - Essential
	· Excellent interpersonal skills and ability to work collaboratively with stakeholders and colleagues - Essential


	L&Q Values

	These are our guiding principles.  They describe how we deliver our mission and vision through our behaviours and actions.

	People

	· We care about the happiness and wellbeing of our customers and employees


	Passion

	· We approach everything with energy, drive, determination and enthusiasm 


	Inclusion

	· We draw strength from our differences and work collaboratively


	Responsibility

	· We own problems and deliver effective, lasting solutions 


	Impact

	· We measure what we do by the difference we make 


	Other 

	· Commit to supporting L&Q’s environmental policy and social mission
· I will comply with all L&Q Health and Safety policies and procedures and commit to working towards best practice in the control of health and safety risks




