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	Job title:
	Schemes and Supported Housing Manager 
	Leader of others:
	Yes

	Reports to:
	Head of Communities
	Contract type:
	Agile

	Business Area:
	Customer Service Delivery
	Car Allowance
	Yes

	Budget holder:
	Yes
	DBS Required
	Yes



	Job purpose

	
The post holder manages Yorkshire Housings’s older person’s schemes for customers aged 55+ and supported housing accommodation. They are responsible for ensuring services enable customers to live independently in safe, supportive environments that reflect individual needs and preferences.

They will work with relevant authorities to ensure compliance with regulatory and safety standards, including health and safety, fire prevention and safeguarding. The role also involves leading and supporting a team of managers, officers and on-site or remote colleagues, promoting a high-performing, customer-obsessed culture.

In addition, the post holder will contribute to service development and continuous improvement by identifying opportunities for innovation, gathering customer feedback, and working collaboratively across teams to enhance the quality and consistency of housing-related support.




	Key responsibilities

	· Provide effective leadership and management to a team of managers, scheme managers, activity coordinators and supported housing officers, ensuring performance aligns with customer expectations, contractual requirements and Yorkshire Housing’s values.
· Lead and drive a customer obsessed service culture across the team to ensure that all customers receive a personalised and empathetic service.
· Champion and embed values-based behaviours and solution-focused approaches throughout the team and service areas.
· Help set and be responsible for communicating a clear vision, performance expectations and targets for all colleagues. 
· Ensure robust assurance and oversight of service delivery, contractual compliance, health and safety, and performance, reporting regularly to the Head of Communities and senior leadership.
· Promote a positive, proactive culture of effective engagement with colleagues across the business facilitating opportunities for cross team, collaborative working whilst involving colleagues in shaping service delivery and service improvements.
· Lead the development of vibrant scheme communities by supporting resident-led and community-based activities that enhance social and economic wellbeing.
· Embed a culture of continuous learning and development, ensuring all colleagues are equipped and supported to deliver excellent customer service, including effective onboarding and ongoing professional development.
· Develop collaborative working relationships with both internal and external stakeholders, including but not limited to commissioners and local authorities to ensure the service the customer needs, is aligned to the services we offer and deliver. 
· Operational lead for delivering service improvement activity to continuously improve our customer offer and manage change across the team, working proactively with other areas of the business effectively to embed these successfully.
· Lead for the management, coordination and compliance of legislation relating to Housing management and H&S requirements.
· Contract management of local authorities, commissioned Managed Agents and Support Providers. 
· Management and accountability of the Schemes & Supported budgets.
· Lead on business continuity plans for the teams to minimise impact of any event of service interruption for our customers.
· Be a Designated Safeguarding Person and point of contact for advice on safeguarding concerns, support frontline staff and managers, deliver follow up actions and embed lessons learned.
· Organisational subject matter expert on legislation, best practice and developments in the field of older people’s housing, supported housing including assistive technology/smart homes.
As you can imagine, the above might not be all you’ll be responsible for in role so you might be asked to take on some other key responsibilities if they’re suitable for your role. 



	What you’ll bring to the role

	The main things:

	
· Expert knowledge and experience of safeguarding, particularly in relation to older people and supported housing settings.
· Proven leadership skills with the ability to inspire, motivate and manage a dispersed team to deliver high performance and shared goals.
· A strong commitment to delivering customer-obsessed services, ensuring the customer voice is central to service delivery and design.
· Excellent communication and interpersonal skills, with the ability to engage confidently, effectively and empathetically.
· A positive, collaborative and proactive approach to working with colleagues, customers and external stakeholders.
· Ability to coach, mentor and empower others to achieve their potential.
· Demonstrated experience in developing individuals and teams to perform at their best.
· Resilience and the ability to work under pressure in a performance-driven environment, identifying opportunities for improvement and innovation.
· A relevant professional qualification in Housing or a related field.
· Up-to-date knowledge and interest in how technology can enhance services for customers.
· Ability to lead change and drive continuous improvement in customer experience.
· Strong analytical and problem-solving skills, with the ability to interpret data and use insight to inform service improvements.
· Confident in managing budgets and resources effectively to ensure value for money.
· Ability to navigate complex situations with sound judgement, discretion and professionalism.
· Competent in using digital tools and systems relevant to housing and service delivery.
· Willingness to travel across sites and attend meetings as required.
· Personal values and approach that align with Yorkshire Housing’s values.
· The ability to work flexibly in line with Hub, Home and Roam principles.
· An understanding of Equality, Diversity and Inclusivity and how this is applied through our service to customers and colleagues.

	It would be a bonus if you have:

	· A professional coaching and/or management qualification.
· Experience of working with older and vulnerable customers.
· Experience in contract management. 

	Our values:

	Our values describe what matters most to us, and what our colleagues should expect from each other. We’re all expected to show how we support and live up to these values in our work. 

Create trust • Do the right thing, not the easy thing • Be honest and open • Do what you say.
Be curious • Think differently • Ask questions • Keep learning.
Make it happen • Own it • Do it • Be empowered.
Achieve impact • Do things that matter • Deliver results • Show pride and passion.
Have fun • Enjoy work • Be yourself • Stay connected.
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