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	Operations Manager – ASB, Enforcement and Support
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	Business area:
Places and Customer Engagement 
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	Reports to: 
Head of Communities 
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	Leader of others: 
Yes
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	Contract type:
Agile 
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	Budget holder:
Yes 
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	Car Allowance:
Yes 
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	DBS check required:
No
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	About the role
	



Role purpose

This is an interim role to lead the operational delivery of the ASB, enforcement and tenancy support service, ensuring customers are supported to sustain their tenancies and live safely in their homes and neighbourhoods. You will lead a specialist team delivering proactive, fair and proportionate responses to anti-social behaviour, harassment, hate crime, tenancy breaches and complex tenancy support needs across Yorkshire Housing homes. 

You’ll work closely with internal teams, legal partners, local authorities, police, safeguarding partners and support agencies to reduce harm, manage risk, improve customer outcomes and strengthen our approach to early intervention, victim support, enforcement and tenancy sustainment. 


	Here’s some of the things you’ll be doing
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We’re Yorkshire by name and by nature. And we make it possible for people to have a place they’re proud to call home, whether that’s to rent or to buy. It’s our people that make that happen, and here’s how you’ll be supporting:

Key responsibilities:

Leadership 

· Inspire, motivate and develop a specialist ASB, enforcement and tenancy support team to deliver great outcomes for customers, victims, witnesses and communities. 
· Drive a performance management culture with clear expectations and high standards of behaviour championing values, leadership and accountability. 
· Responsible for the development and delivery of service improvement activity ensuring that external and market factors such as technological advancements - including AI and automation, best practice and national policy are considered where appropriate 
· Lead and strengthen relationships with local authorities, police, safeguarding partners, legal representatives, support providers and other key stakeholders to support effective case management, risk reduction and community safety. 
· Facilitate transformational change and collaborate on key projects to improve ASB case handling, tenancy support, customer satisfaction and community safety. 
· Shape the future design of ASB, enforcement and tenancy support services, using customer insight, performance data, complaints learning and regulatory expectations to drive improvement. 
· Champion values-based leadership, role modelling and leading a customer-obsessed culture.  
· Provide clear leadership oversight of complex ASB, tenancy enforcement, safeguarding-linked and high-risk tenancy support cases, ensuring decisions are fair, proportionate, evidence-led and well recorded. 
 
Operational Management 

· Deliver effective ASB, enforcement and tenancy support services that help customers sustain their tenancies, reduce harm and support safe, inclusive communities. 
· Ensure services meet business objectives, shared goals, KPIs, service standards and regulatory requirements, with clear expectations and a strong performance management culture across the team. 
· Plan resources effectively to ensure a consistent, responsive and customer-obsessed service for ASB, enforcement and tenancy support. 
· Develop a data-led approach to identify trends, manage risk, improve case quality, reduce repeat demand and target early intervention. 
· Improve customer confidence and satisfaction with ASB and tenancy support services, using TSMs, complaints, customer feedback and lived experience to shape improvement. 
· Improve the efficiency, consistency and effectiveness of ASB, enforcement and tenancy support services. 
· Lead on relevant policy, procedure and practice development, ensuring compliance with housing legislation, regulatory requirements, legal duties and Yorkshire Housing’s approach to fair and proportionate enforcement. 
· Act as the key operational lead for ASB, enforcement and tenancy support complaints, embedding learning, improving practice and ensuring customer-focused outcomes. 
· Ensure victims, witnesses and customers with complex support needs receive regular communication, risk assessment, clear action planning and appropriate signposting or referrals. 
· Oversee tenancy support activity for vulnerable customers, ensuring early intervention, effective referrals, reasonable adjustments and a clear focus on tenancy sustainment. 
· Proactively ensure service delivery meets the needs of our diverse communities and reflects our responsibilities around equality, safeguarding, vulnerability and accessibility. 
· Improve and maintain high levels of colleague engagement and satisfaction, review and monitor progress, develop improvement plans, operating rhythms and feedback. 
· Participate in the out of hours management on call rota. 
· Accountability for ASB, enforcement and tenancy support budgets, driving value for money, effective use of legal spend and reduced escalation through earlier, more targeted intervention. 
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	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.






	So, what will you bring to the role?
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The main things:

· Strong leadership, coaching and management skills. 
· Excellent communication and interpersonal skills.  
· Ability to lead, inspire, be a role model and motivate and drive performance outcomes of a remote/agile team. 
· Passion for delivering customer obsessed services. 
· Commercially astute, performance and customer focused as well as results orientated. 
· Knowledge of ASB, tenancy enforcement, tenancy sustainment, housing legislation and the regulatory framework for social housing. 
· Strong analytical skills to translate data into customer experience improvements. Confidence to present to leadership team. 
· Experience of managing high-performing ASB, enforcement, tenancy management or tenancy support services. 
· Excellent stakeholder management skills ability to communicate, collaborate, facilitate, influence and negotiate effectively up to the highest level. 
· Ability to deal with difficult situations, conflicts, and complaints positively. 
· Experience of leading and delivering change. Up-to-date knowledge of technology's role in customer service. 
· Confident and resilient, embracing challenges and be able to work under pressure in a performance critical service, managing conflicting priorities and delivering to strict deadlines. 
· Eagerness to develop own skills and adapt to change. 
· Personal values and approach that align with Yorkshire Housing values. 
· Level 4 Certificate in Housing regulated by Ofqual or equivalent or be willing to work towards. 
· 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:

· Professional management/leadership or coaching qualification. 



	Our Yorkshire Housing values
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What are they?
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. 

Our colleagues are amazing 
We want colleagues to feel free to be themselves, which means we all share responsibility for promoting a culture of equality, diversity and inclusion. We’re also each accountable for our own health and safety by following our policies and completing any training needed for our roles. Our colleagues are amazing, and the diverse skills and abilities they bring to work every day are what make Yorkshire Housing such a special place to be. You spend a lot of your waking hours at work, so we’re committed to giving you a workplace where you can truly be yourself, feel valued, and have opportunities to progress and develop.

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



	Have fun
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	· Enjoy work
· Be yourself
· Stay connected.
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