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	Job title
	Case Team Lead – Disrepair, Damp & Mould (D&M)

	Job number
	
	Grade 
	8HC

	Directorate 
	Repairs
	Department
	

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



	Purpose

	The Case Team Lead – Disrepair, Damp & Mould is responsible for leading the organisation’s disrepair and damp & mould case management service. The role oversees end‑to‑end case handling, ensures statutory compliance, and provides quality assurance to support customers living in safe and healthy homes. The postholder also plays a key role in embedding Awaab’s Law and supporting customers with education and guidance following repairs.  This role will be pivotal in increasing resident satisfaction, reducing complaints and ensuring resident resolution.  





	Key responsibilities/ deliverables

	1. Awaab’s Law Compliance 
· Ensure operational compliance with Awaab’s Law across the Repairs service. 
· Monitor response times, actions and escalations in relation to damp & mould hazards. 
· Ensure accurate record keeping and reporting to support legal and regulatory obligations. 

2. Case Management: Disrepair, Damp & Mould 
· Lead the disrepair service, ensuring high-quality case management and timely resolution of all disrepair claims. 
· Oversee damp & mould investigations, ensuring appropriate remedial actions and prevention measures. 
· Liaise with legal teams, surveyors and contractors to manage complex cases. 
· Maintain strong customer communication throughout each case lifecycle. 

3. Quality Assurance & Customer Education 
· Carry out quarterly quality checks on works completed by the Repairs team and contractors. 
· Provide guidance and educational advice to customers on property care, ventilation, moisture management and ongoing maintenance following completed works. 
· Identify learning and service improvement opportunities and feedback to operational teams. 

4. Stakeholder & Contractor Management 
· Build effective relationships with internal and external stakeholders including Repairs, Compliance, Housing Services, Legal and contracted partners. 
· Attend site visits, meetings and case conferences where required. 
· Ensure all contractors follow agreed standards, specifications and procedures. 

5. Data & Reporting 
· Maintain accurate systems and case records. 
· Produce performance data and reports on disrepair and damp & mould trends. 
· Support regulatory reporting requirements.

6. Team support and leadership
· Lead, manage and develop Case Co-Ordinators, setting clear expectations in line with organisational policies.




	Line management

	Direct reports: 3 x Case Co-ordinator - Disrepair, D & M

Indirect reports:  
3 x Surveyor – Disrepair D&M
3 x Case Co-Ordinator - A&A, HHSRS




	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
· Coordinators
· Surveyors
· Governance & Risk
· Legal Team
· Asset Management Team
· Customer Services and Complaints teams
· Health & Safety and Compliance
· Finance and Procurement



	Key external contacts

	· Customers – for resolution of complex or escalated delivery issues
· Specialist suppliers and consultants
· Repairs and maintenance contractors
· Compliance partners
· Regulatory bodies
· Inspection and surveying partners



	Operating environment/dimensions

	Customer base: A2Dominion residents across xxxx
Job persona: Hybrid / site based
Delegated authority limit: TBC in line with Delegated Authorities Guide
DBS level: Standard
Contract management: Disrepair, Damp & Mould

KPIs:

Mandatory training:




	Qualifications and training
	Essential
(Y)
	Desirable (Y)

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


	Experience delivering repairs or Damp & Mould in social housing or similar environment

	Y
	

	Strong understanding of disrepair legislation, damp & mould, and Awaab’s Law. 

	Y
	

	Experience in casework management and property compliance.

	Y
	

	Excellent communication and negotiation skills.

	Y
	

	Ability to manage sensitive or complex customer issues.

	Y
	

	Knowledge of housing maintenance, repair processes and contractor management.
	Y
	

	
	
	

	
	
	

	Knowledge and skills
	
	

	
	
	

	
	
	

	Behaviours for success

	[bookmark: _Hlk186723272]Influential
· 

	Future focused
· 

	Engaging
· 

	Resilient
· 

	Performance focused
· 



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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