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	Job Title 
	Technical Services Manager

	Team
	Housing & Communities
	Grade
	12

	Reports to
	Repairs & Maintenance Manager 

	Date
	October 2024



One Arun:

	[bookmark: _Hlk141282822]Every role at Arun contributes towards our Vision – A better future, and every employee strives to embrace and champion our Values:
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Overall job purpose:

	The Technical Services Manager will lead the delivery of high-quality housing maintenance, repairs and technical services, ensuring full compliance with legal, regulatory and health and safety standards.

The role is responsible for managing all aspects of contractor administration, team leadership and performance oversight to deliver effective property maintenance, responsive repairs and voids management. With a strong focus on customer satisfaction, value for money and continuous improvement, the postholder will drive service efficiency, implement robust quality assurance processes and leverage technology to enhance outcomes.

In addition, the Technical Services Manager will oversee disrepair case management and ensure adherence to statutory consultation requirements such as Section 20 notices. 

Working collaboratively with internal teams and external partners, the postholder will safeguard the safety, security and wellbeing of residents while supporting the Council’s strategic housing objectives.



Key areas of focus:
	1.
	Manage and oversee all housing-related contracts using effective contract management practices to ensure services meet specifications, quality benchmarks and performance standards.

	2.
	Manage contractor performance to ensure value for money and optimal budget usage in line with Council objectives.

	3.
	Issue work orders, authorise repairs and manage variations within authorised financial limits and in accordance with the Council’s Financial Regulations.

	4.
	Develop and implement structured procedures to optimise resources and leverage technology for efficiency and quality improvements.

	5.
	Lead the in-house Technical Team and external consultants to deliver reliable surveying and technical services for Housing Services.

	6.
	Provide guidance on technical standards, promoting innovation and best practice to meet regulatory and Council-specific requirements.

	7.
	Ensure all properties comply with Decent Homes and lettable standards, as well as statutory health and safety obligations.

	8.
	Oversee quality assurance processes to maintain service delivery standards and maximise customer satisfaction.

	[bookmark: _Hlk146096760]9.
	Manage the responsive repairs field team (multi-trade professionals, plumbers, electricians) to ensure timely, high-quality repairs.

	10.
	Provide technical guidance and carry out property inspections and needs assessments to support efficient repair completion.

	11.
	Drive value-for-money initiatives in Repairs & Maintenance and deliver technical housing stock guidance and training to improve customer service.

	12.
	Manage the voids service to ensure compliance with lettable standards and minimise rent loss through effective programming and execution of works.

	13.
	Liaise with the Housing Options Team during applicant shortlisting and ensure Tenancy Services are informed when properties are ready to let, enabling sign-up within tight timescales.

	14.
	Maintain a comprehensive list of housing disrepair cases and ensure all legal obligations are met.

	15.
	Engage with tenants and their representatives on disrepair claims, agreeing repairs and determining effective solutions.

	16.
	Represent the Council in disrepair cases as necessary, including court appearances, and ensure compliance with all legal frameworks governing the disrepair process.  

	17.
	Ensure all relevant works comply with Section 20 notice requirements by verifying notices are issued and consultation completed before work commences ensuring adherence to these regulations, coordinating with contractors and teams to maintain legal and financial compliance.

	18.
	Coordinate with contractors and internal teams to maintain legal and financial compliance.

	General

	19.
	Manage budgets ensuring financial effective governance, accountability and efficient resource allocation. Manage cost-effective procurement of goods and services, complying with all policies, legal, statutory, and regulatory requirements, and maintain and update the Council’s contracts register.

	20.
	Be part of the Repairs & Maintenance Team, including service delivery, operational cover, strategic planning and decision-making. Represent the team in internal and external meetings, committees, and forums. Prepare and present detailed policies, procedures, updates and reports on performance, continuous improvements, staffing, and legislative changes for various audiences. Deliver written and verbal reports and associated documents to key stakeholders, driving forward identified change and management initiatives.

	21.
	Oversee a programme of projects aimed at enhancing efficiencies and customer experience. Utilise business intelligence, asset data and customer insight data to inform and drive these initiatives.

	22.
	Investigate and prepare responses to Stage 1 and Stage 2 complaints, Freedom of Information requests, and enquiries from the press, MPs, Councillors, and the Ombudsman. Utilise feedback from complaints to drive continuous improvements and enhance future service delivery. Delegate tasks effectively and be available as a point of escalation for customer interactions.

	23.
	Manage people-related aspects of the role, including recruitment, performance management, target setting, staff development, and fostering a positive work culture. Ensure compliance with HR policies and procedures, including handling disciplinary and grievance matters according to Council guidelines.

	24.
	Lead by example, embodying the highest levels of professionalism, integrity, and a steadfast commitment to the One Arun culture framework, which values trust, proactivity, communication, respect, and kindness. Cultivate an environment of collaboration, mutual respect, and continuous improvement within the team, encouraging open communication and innovative thinking.

	25.
	Foster a customer-centred culture by leading excellence in service delivery. Champion resident engagement initiatives, hear and anticipate resident’s needs. Encourage innovative approaches balanced with business needs and resources.  Drive a culture of excellence, where every team member is empowered to take ownership of customer satisfaction.  Inspire everyone to embrace customer-centricity, from strategy development to day-to-day operations.

	26.
	Commit to ongoing professional development for yourself and your team, ensuring effective training, awareness of industry trends, best practices, and relevant legislative changes, and ensuring all team members adapts and delivers any required changes.

	27.
	Undertake any other duties appropriate to this post as necessary or as requested. The postholder may be required to work more than normal working hours, unsociable hours and travel as needed.



Additional information (not contractual)

	1.
	Responsible for up to 20 staff.

	2.
	Responsible for budgets.

	3.
	Service delivery: The postholder is expected to shape and define service delivery standard for others to follow.



Role Requirements
The following outlines the criteria for this post. Applicants will be shortlisted and interviewed to assess if they meet the criteria for the role. 
	
Criteria
	Essential
	Desirable

	Professional Qualifications          

	Hold or be willing to work towards a CIH Level 4 or equivalent qualification, demonstrating a comprehensive understanding of housing management principles and practices.
	x
	

	A recognised construction related qualification such as Assoc RICS, MRICS or an HNC level in Building Surveying, building pathology, Building Studies / Construction, or equivalent level of experience.
	x
	

	Management qualification
	
	x

	Experience

	Demonstratable experience of managing performance of contractors, consultants and other agencies
	x
	

	Knowledge of Building Regulations, British Standards, Approved codes of practice, CDM regulations and health and safety legislation.
	x
	

	Experience of procurement, contract and project management including preparing specifications and tenders
	x
	

	Experience of managing responsive repairs, voids and planned maintenance programmes that deliver on time and within budget
	
	x

	Experience of communicating detailed technical information so that it is understood by service users, staff and contractors
	x
	

	Abilities

	Experience managing multi-disciplinary teams, including technical officers, field staff, and support services.
	x
	

	Experience with contract management and procurement processes.
	x
	

	Experience in handling complaints and providing excellent customer service.
	x
	

	Demonstrated ability to develop and maintain effective performance management frameworks, including setting targets, monitoring progress, and implementing continuous improvement initiatives.
	x
	

	Commitment to promoting equality, diversity, and inclusion within the workplace and delivering services that meet the diverse needs of the community.
	x
	

	Knowledge

	In-depth knowledge of housing regulations and compliance requirements.
	x
	

	Understanding of property maintenance and construction principles.
	x
	

	Familiarity with health and safety regulations related to housing and maintenance.
	x
	

	Knowledge of budget management and financial reporting.
	x
	

	Awareness of current best practices in housing management and maintenance.
	x
	

	Proficiency in IT systems and applications relevant to housing management, including CRM software, financial management systems, and Microsoft Office Suite.
	x
	

	Behaviours

	Accountability: Acknowledges mistakes with patience and understanding and offers support to rectify the situation, putting in place measures to prevent future errors.
	x
	

	Integrity: Builds trust by meeting all commitments, demonstrates honesty and integrity and acts as a role model.
	x
	

	Innovative: Uses initiative, contributes to, and implements new progressive processes or 
projects that will improve service delivery.
	x
	

	Transparency: Openly and honestly conveys information as they know it.
	x
	

	Approachability: Maintains visibility by 
regularly talking and interacting with colleagues.
	x
	

	Motivating others: Raises the confidence and 
hope of others with positivity and by showing gratitude, helping them to see the value in what they are doing.
	x
	

	Competencies

	Communication (written/oral): Able to communicate (sometimes contentious matters) clearly, appropriately and respectfully at all levels.
	x
	

	Customer focus: Able to gain insight into 
customer needs to build and deliver solutions that meet expectations and maintain effective relationships.
	x
	

	Decision making: Encourages and coaches’ staff to make decisions to meet customer and service delivery expectations.
	x
	

	Industry knowledge: Actively seeks out best practice and CPD to understand current issues related to the department, sector, and profession to make informed decisions.
	x
	

	Results driven: Is clear about what they 
want from others and provides specific briefs offering support to deliver outcomes and calls out poor performance.
	x
	

	Working with stakeholders: Displays Arun’s values and behaviours when interacting with internal and external stakeholders, developing a 
network of contacts.
	x
	

	Other 

	
	Yes
	No

	Does this role require a Enhanced DBS (Disclosure and Barring Service) check?
	x
	

	Will the post holder be required to take card payments via MOTO. (If yes – needs basic DBS).
	
	x

	Is this a Politically restricted post?
	
	x

	Does this role require any out of hours/ weekend/ evening/ rota work?  
	
	x

	Does this role require a driver’s license and access to a vehicle?
	x
	

	Does this role attract an essential car user allowance?
	
	x

	Does this role attract a market supplement?
	
	x

	Does this role require a uniform?
	
	x
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