
Brief for the position of Neighbourhood Operations Manager for London

Neighbourhood Operations Manager

BE
THE
CHANGE 



Hello!

It’s been just over two years since the transformation 
programme for our Neighbourhood function commenced.  
We’ve established a new customer offer, overhauled 
our processes, enhanced our digital offering and won 
some awards along the way! We’re introducing a second 
Neighbourhood Operations Manager role in London to 
continue our exciting journey!

We have exciting plans already in place delivering our 
Neighbourhood Strategy to deliver unrivalled customer 
service across a multi-tenure customer base. This new 
role will be located in our regional office in the heart of our 
Pollards Hill community. Our new Pollards Hill strategy will 
set the vision for the community and you will be part of the 
team making this reality. We are already doing great things, 
but our future is even more exciting!

You’ll be responsible for an exciting, challenging but 
all-round rewarding business zone. Pollards Hill is 
Moat’s single largest estate with unique challenges and 
opportunities. Pollards Hill has high levels of deprivation, 
yet has so many opportunities through heavily invested 
stakeholders and partnerships. We need to coordinate this 
potential to get the best from the opportunities. Across 
London we work closely with multiple managing agents 
on large developments and our relationships with those 
agents is key to our success in delivering the service our 
customer expect. 

We are not stopping there; London has an exciting 
development programme that has already delivered 
many new homes across London, and we have more 
than 300 more new homes already being delivered in 
the next few years. The London team now require a new 
Neighbourhood Operations Manager to join this busy 
team. You will work alongside your counterpart to manage 
our team of Neighbourhood Service Managers to support 
London to reach their potential.  This role is crucial to that 
success and we are looking for the right person to help  
us do it. 

Are you interested?
We have already laid the foundations of what 
we want to achieve, and now you can join us 
as we build this vision. If you are motivated, 
inspirational, and a natural leader, then I want 
to hear from you. Feel free to contact me via: 
steven.peach@moat.co.uk

I would really like to hear from you!

Steven Peach
Head of Neighbourhoods  

(London and Sussex)

Steven

You need to have excellent communication and written 
skills, be able to work effectively at building relationships 
with colleagues and stakeholders, and be a talented 
housing professional with extensive knowledge of tenancy 
and leasehold matters. 



Main purpose of the  
job and the reward
To spearhead a high performing team of housing specialists; taking 
a strategic and senior operational lead for your local business zone, 
providing an effective strategic interface across the organisation.

Key tasks:

In return for your hard work:

• To lead and manage Neighbourhood Services Managers 
within a business zone, fostering a strong performance 
culture

• To manage complex housing management issues

• To identify and implement improvements in resident 
services based on customer feedback and Moat’s 
corporate strategy

• To ensure compliance by the Neighbourhood team with 
statutory and regulatory requirements

• To work cross-functionally to ensure new housing 
developments meet the needs of both the organisation 
and of our customers

• To lead and implement change across the organisation, 
with a focus on value for money and continuous 
improvement

• To represent Moat on key resident management 
companies, influencing budget and contractual decision 
making for the benefit of Moat and our residents

• To identify and address faulty leases and ensure that new 
leases and tenancy agreements reflect head leases

• To ensure the business area assumes sole responsibility 
for managing agents’ contractual obligations, liaising 
with the Service Charge team, and authorising payment 
accordingly

• To manage processes for tenancy services, voids control, 
lettings, revenue collection and resident involvement to 
ensure the delivery of co-ordinated resident services

• To ensure expenditure is in accordance with budget, 
internal procedures, levels of delegated authority and 
with audit requirements

• To provide support to Moat’s out of hours service

• To deputise for other Neighbourhood Operations 
Managers or the Head of Neighbourhood.

• Salary up to £52,773 per annum (offered dependent 
upon experience)

• Car allowance of £1,942 per annum

• London allowance of £2,283 per annum

• Generous annual leave entitlement with the flexibility to 
buy and sell more annual leave

• Pension scheme and life assurance

• Training and development including accredited 
management courses, further education sponsorship, 
professional subscriptions, leadership development 
programmes and a culture of internal development

• Health and wellbeing including an employee assistance 
programme and a selection of optional initiatives.

Entry requirements:

• A good standard of education, with excellent verbal, 
written and numerical skills

• A thorough understanding of Landlord, Leasehold and 
Tenant legislation and best practice in the field, in relation 
to all tenure types

• An understanding of Welfare Benefits, particularly 
Housing Benefits

• Knowledge of occasions that require liaison with Social 
Services (e.g. child protection, domestic violence)

• Ownership of car for business use

• An ability to undertake work outside of normal office 
hours to meet the needs of the business

• Desirable to have a formal housing qualification (CIH) or a 
post graduate qualification in a housing related subject.



You will be part of our London/
Sussex business area based at our 
Pollards Hill (Merton) office

Head of London/Sussex

10 x Neighbourhood Services Manager

Wealden

Brighton and Hove

Mid Sussex

Horsham

Bromley
Croydon

Bexley

Crawley

3 x Neighbourhood Operations Manager

Where you will  
be based



Alongside refining our existing services and putting 
new homes on the ground, we also delivered a major 
regeneration scheme covering 850 homes in Pollards  
Hill in the London Borough of Merton. This involved 
refurbishment works to improve energy efficiency  
to homes and the overall look and feel of the estate. We are 
now working with the London Borough of Merton to develop 
future plans for possible new build properties as part of 
Pollards Hill ongoing regeneration. 

Our completed schemes at Christian Fields in Gravesham 
and Stanhope in Ashford demonstrate how communities 
can be reinvigorated by careful and collaborative working.  
These estates have been transformed into places where 
people can feel safe, be proud to live and which have a 
strong and sustainable local identity.

Moat’s financial strength puts us in a good position to rise to 
challenges and plan for the future. We have set our strategic 
goals for 2020 built around:

• Providing a clear and consistent customer service 
offering, supported by intelligent use of data and insight

• Use of digital technologies to enable better 
communication and drive efficiency

• Innovating to deliver new housing products, financing 
options and delivery models.

About us

Moat is one of the top 30 housing associations in the UK 
with almost 21,000 homes spread across south London, 
Kent, Essex and Sussex and we continue to develop new 
homes at an impressive rate – we have over 2000 homes 
in our pipeline. Our ambition is simple - to bring an end to 
housing need.

Housing associations are facing a period of change 
unprecedented in recent times. This gives rise to a number 
of significant challenges in terms of sustaining rental income, 
supporting residents through welfare reform and striving to 
maximise the delivery of new homes. We must also protect 
existing residents and homes; plus our social purpose – this 
is a delicate and challenging balancing act.

Our particular expertise is delivering low cost home 
ownership, having been one of the pioneers of shared 
ownership in the early 1990s. Since then, we have assisted 
thousands of people to become shared owners, many of 
whom now own their homes outright but they still have a 
relationship with Moat as leaseholders and as part of the 
community on our developments.  

We currently have over 6,400 shared ownership and 
leasehold homes – the largest proportion to our size in 
the sector. As the range of tenures and mix of housing 
increases we must develop and re-evaluate our services 
to meet our customers’ expectations. As a business we 
need to ensure we are commercially astute and adaptable 
and for our customers we must be accessible and provide 
value for money.

Moat, an ambitious forward-thinking Social Housing provider.



You’ll be digitally savvy. You want your Neighbourhood 
Services Managers to be as effective as they can be whilst 
out in their communities, and you’ll not only champion 
our new mobile technology and customer portal but also 
work with Moat to develop new ideas for our digital offer. 
Importantly, you’ll be the person to be relied on to develop 
and deliver new online services for our customers, bringing 
with you fresh ideas that you’re keen to take forward!

This is a fast paced role, you’re therefore tenacious, 
hard-working, and work well under pressure. Housing 
management is exciting and deeply rewarding, for you this 
isn’t a job, it’s a career.

About you

You’ll do this thanks to your expertise in tenancy and 
leasehold management, and you’ll be able to demonstrate 
from the outset that your knowledge is up to date and 
comprehensive.  

Importantly, you’re a people person. You’ll act as role model, 
showing the professionalism that we expect, but you’ll also 
recognise that work should be fun, and your personality 
will reflect this with the steps you take to motivate your 
team. Your strong interpersonal skills will ensure excellent 
relationships with other colleagues around the business 
and beyond, working effectively with our managing agents 
and local authority partners and have a political awareness 
and ability to engage with local councillors and MPs. You 
recognise that customer service is all about getting the 
basics right, and this requires a team effort to achieve it. 

Innovation, dynamism and creativity are all important 
attributes. We’re now delivering the Neighbourhood strategy 
and Pollards Hill strategy and you will be part of the team 
driving it. Coming up with new ways to shape and deliver our 
service and ensuring that this is implemented effectively. You’ll 
also have ideas about how we can tailor our services to meet 
the needs of customers affected by ongoing welfare reforms. 

You will be the operational lead for your business zone, 
spearheading a team of Neighbourhood Services Managers
to deliver excellent service to our customer base.

Reset.


