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	Job title
	Disrepair Delivery Manager

	Job number
	TBC
	Grade 
	9TP

	Directorate 
	Repairs
	Department
	Surveying & Minor Works

	Reports to
	Senior Projects Manager – Disrepair & D&M
	Date effective
	April 26



	Purpose

	The Disrepair Delivery Manager is responsible for leading and managing all housing disrepair cases, ensuring the organisation meets its legal obligations and delivers high-quality, timely resolutions for residents. The role focuses on minimising disrepair claims, improving property standards, and protecting the organisation from legal and financial risk.



	Key responsibilities/ deliverables

	Disrepair Case Management
· Lead the end-to-end management of disrepair claims and ADR.
· Act as the main point of contact for legal representatives, surveyors, and internal teams.
· Ensure timely responses to claims in line with legal protocols (e.g., Pre-Action Protocol for Housing Conditions Claims).
· Maintain accurate records and documentation for all cases.

Operational Oversight
· Oversee inspections, works orders, and contractor performance relating to disrepair cases.
· Ensure repairs are completed within agreed timescales and to required standards.
· Work closely with repairs, maintenance, and asset teams to coordinate effective solutions.

Risk & Compliance
· Ensure compliance with relevant housing legislation and regulatory standards.
· Identify trends and root causes of disrepair claims and implement preventative strategies.
· Monitor and report on KPIs, performance metrics, and legal risk exposure.
· Build strong relationships with internal departments, external solicitors, contractors, and residents.
· Handle escalated complaints and sensitive resident cases with professionalism and empathy.
· Represent the organisation in legal proceedings where required.

Financial Management
· Manage budgets associated with disrepair claims, including compensation, legal costs, and repair works.
· Monitor expenditure and identify cost-saving opportunities.
· Provide regular financial and performance reports to senior management.

Team Leadership (if applicable)
· Manage and support a team of surveyors or case officers.
· Provide training and guidance on disrepair processes and legal requirements.
· Foster a culture of accountability, performance, and continuous improvement.



	Line management

	Direct reports:
· 3x Surveyors

Indirect reports:
· 7x case Coordinators 




	Key internal contacts

	Head of Surveying & Minor Works
Head of Repairs
Senior projects Manager – Disrepair & D&M
Senior Projects Manager – Minor Works & Voids
Project Delivery Manager – Minor Works
Supplier Relationship Manager
Legal Team
Complaints Team
Asset Management Team



	Key external contacts

	Repairs and maintenance contractors
Compliance partners
Regulatory bodies
Inspection and surveying partners



	Operating environment/dimensions

	Customer base: Residents across housing stock.

Job persona:			Hybrid

Delegated authority limit:	£10,000

Budget:  	£1m p/a

DBS level:			Standard

KPIs:
· % of disrepair claims responded to within legal (Pre-Action Protocol) timescales 
· End-to-end time taken to resolve disrepair cases 
· % of cases resolved without progressing to court 
· Satisfaction with disrepair handling and outcomes 
· Average total cost per disrepair case (repairs + legal + compensation) vs. budget
· Year-on-year decrease in incoming disrepair claims through preventative action

Contract management:

· Compliance adherence
· Pre-action Protocol
· Awaab’s Law delivery
· Inspection and works timescales
· Contract performance
· Risk management indicators
· Service delivery standards

Mandatory training:

· Regulatory compliance
· Health & Safety
· Safeguarding
· Data protection
· Equality, Diversity & Inclusion





	Qualifications and training
	Essential
(Y)
	Desirable (Y)

	Educated to GCSE level or equivalent in Maths and English (Grades A*- C)
	Y
	


	Educated to Level 4 (HNC equivalent) or higher
	Y
	

	MRICS Accreditation 
	
	Y

	Knowledge and skills
	
	

	Working knowledge of building construction, repairs, related current legislation and regulations.
	Y
	

	Demonstrable understanding of the consequence of non-compliance and potential defenses to a disrepair claim.
	Y
	

	Comprehensive knowledge of Awaab’s Law, HHSRS, Health and Safety requirements and wider housing legislation
	Y
	

	Experience in contract performance management including SLA’s and KPI oversight
	Y
	

	Understanding of case management governance and service quality control.
	Y
	

	Strong data analysis and performance reporting skills, producing clear, decision-focused reporting.
	Y
	

	Service improvement capability, using learning from complaints, escalations and reviews.
	Y
	

	Strong stakeholder management and influence across operational and technical teams.
	Y
	

	Behaviours for success

	[bookmark: _Hlk186723272]Influential
· Drives standards, challenges underperformance, sets direction

	Future focused
· Build sustainable systems, not short-term fixes

	Engaging
· Works across Repairs and Partners to deliver outcomes

	Resilient
· Maintains focus under pressure and complexity

	Performance focused
· Delivery, Accountability and results driven



This job description outlines the main responsibilities and requirements of the job.  Colleagues are expected to comply with reasonable management requests to carry out additional or alternative duties.
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