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	Role title
	Director L&Q Direct Maintenance (South)
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	July 2019

	Reports to Title
	Director for Maintenance and Operational Services 
	Version
	2

	DBS Disclosure Required:
	Yes
	
	No
	No
	Standard
	
	Enhanced
	
	Enhanced +
	

	Responsibility for End Results

	Purpose: Reporting to the Divisional Director for Maintenance ＆ Operational Services and working collectively with The Director of Direct Maintenance (North) and The Director for Central Support Service and Delivery, to deliver a sector leading reactive and void maintenance service, Direct responsibility for the strategic and operational leadership for area (South) directly under your control. To continuously improve customer satisfaction, efficiency and ensure you provide a cost-effective delivery of the service. 

To ensure that Direct Maintenance meets its business and budgetary plan targets and to continually review and develop the service whilst considering the options/opportunities for expansion and setting out strategic plans for improvement and growth. 

To manage stakeholder relationships and to ensure that L&Q Direct Maintenance strategy is aligned with L&Q’s corporate objectives and vision. In addition, you will be responsible for the subcontractors that support the Direct Maintenance delivery with the aim of maximising the inhouse service and reducing the third-party delivery.

	Key Responsibilities / Deliverables:

	Main Accountabilities:  List in order of priority, 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%. (Maximum 200 characters per accountability)
	Time

(%)

	1. Budgetary responsibility 
Set the strategic vision for continuous improvement, reduced cost and maximising efficiency.

Set, manage and control budgets for DM activities in line with the DM Business Plan and working with the Technical and Strategy Teams lead on future planning and budgeting.

Ensure a performance management framework is in place to monitor and demonstrate the effective delivery of the Direct Maintenance service to the required standard and within budgetary targets.  
	30%

	2. Leadership and management including customer service/ values
To develop and influence relationships with key stakeholders, the Client-side function and other business partners, with a view to create a commercial approach/culture, without compromising the customer experience and resident satisfaction. Present updates to Executive Group/Group Board and Resident Board on progress against Business Plans.
	20%

	3. Strategy/ achieving objectives
As a senior leader within L&Q, develop Our People Strategies and approaches to ensure we can attract and retain the best people, develop leaders and DM’s Academy approach and vision.
Consider strategic partnerships with other organisations to ensure seamless delivery of services whilst reducing costs. Ensure that L&Q Direct Maintenance remains a front runner when it comes to customer service and efficiency when compared with peer group. Benchmark performance and ensure systems and approaches to delivery are considered on a regular basis.

	15%

	4. Working with other – internal 

Work in partnership with Technical department to bring together Planned Maintenance programmes with Direct Maintenance to reduce reactive repair costs and make the best use of L&Q resources also consider links with our development section to standardise component/materials to ensure better purchasing decisions are taken.

Also, work in partnership with Neighbourhood Teams to ensure Direct Maintenance provides a high-quality voids service and supports the wider property management strategy.

	15%

	5. Working with others – external
Take a lead in managing the transition from existing contractors to Direct Maintenance, to minimise the impact on resident satisfaction and ensure it is maintained

	10%

	6. Risks
To ensure Health & Safety Standards, regulatory and governance compliance for DM are adhered to and that the risks are fully understood and managed across DM’s operations
	10%


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

	Manages a budget of circa £40m. Authorises spend and manages variations up to agreed limits/standing orders

	People Responsibility: 
Indicate below the typical 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
	Up to 8
	Up to 300

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

	Contractors and consultants


	Technical Knowledge/Skills 

	Experience of working at a strategic level within a building/housings repairs maintenance environment.

	Essential 

	Sector/Specialist Knowledge & Experience

· Must be able to demonstrate commercial awareness

· Experience of delivering high quality property/building maintenance services

· Experience of change and improvement 



	Leadership & Management Experience

· ILM Level 7 qualification or equivalent experience 

· Able to lead, manage and motivate others to deliver against defined objectives in a demanding customer facing environment, including the management of contracts and the relationship with sub-contractors 

· Commercial and Financial acumen and experience of managing substantial budgets 

· Highly developed relationship/client or stakeholder management skills & experience

· Communication & influencing skills, possesses effective communication (written and verbal) & influencing skills and able to demonstrate high levels of influencing and communicating with stakeholders at all levels 

· Effective organisational, time management and resource planning skills

· Able to deliver quality outcomes against demanding objectives 

· Able to Drive and possess a Full and valid driving license 

· RICS or similar relevant qualification or equivalent experience



	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
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