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Service Charge Data & Performance Manager
Our vision is to create communities where everyone has a safe home in a place where they’re proud to live. We’re big and we’re local. Residents are at the heart of all we and we use our size to influence positive change in the areas where we operate.
It’s also about living our values which are at the HEART of what we do. All colleagues are expected to demonstrate a commitment to our values through their behaviours, actions and words on a daily basis. As a valued member of the Southern Housing Team, you’ll embrace our Values to inspire others as well as yourself to be
· Honest
· Efficient
· Accountable
· Respectful
· Trusted

You’ll demonstrate our HEART values in your behaviours. You’ll:
· Be authentic, open and transparent in your actions and words
· Believe that by working together we accomplish more, and work hard every day to improve services, efficiency and value for money.
· Take responsibility for delivering excellence and own your own actions.
· Embrace difference, and put our residents, colleagues and our partners are at the heart of all you do.
· Do what you say you will and be relied upon to keep your promises.
And, of course, show commitment to our approach to Equality Diversity & Inclusion, Health & Safety, Compliance and Code of Conduct policies and practices within Southern Housing.

The role 
Reporting to the Director of Service Charge & Specialist Leasehold Services, you are responsible for leading the integrity, assurance, governance and performance of service charge data across the organisation.
You will ensure service charge information is accurate, transparent, auditable and compliant, whilst providing high quality insight to support operational decision making, financial control and continuous improvement.
The role acts as the organisational lead for service charge data management, performance reporting and assurance, working closely with Finance, Operational Teams, Asset Management, Building Safety, Development and Technology functions to establish a robust service charge control environment.
You will champion a data-led approach to service charge management, supporting the delivery of accurate, recoverable and transparent service charges for residents whilst reducing organisational risk.





The location  
You’ll be based at one of our main offices in either Farringdon, Croydon, or Sittingbourne, with the option for working in a hybrid way when appropriate and as agreed with your manager. 

What you’ll be doing: 

Data Management & Governance
· Own the accuracy, completeness and consistency of all service charge data.
· Develop and maintain robust service charge data governance frameworks, controls and standards.
· Maintain and develop the service charge data architecture, including block hierarchy structures, apportionment data, asset information and recharge datasets.
· Ensure a single source of truth exists across all service charge systems and data sources.
· Lead the identification, investigation and resolution of data discrepancies.
· Develop and maintain clear audit trails and supporting documentation for key datasets.
· Drive improvements in data quality, integrity and accessibility across the organisation.

Service Charge Assurance & Control
· Develop and maintain service charge assurance frameworks and control mechanisms.
· Support assurance activities relating to lease recoverability, apportionment methodologies and service charge calculations.
· Monitor key service charge risks, control weaknesses and data quality issues, implementing corrective actions where required.
· Establish and maintain assurance reporting and control metrics.
· Support internal audit, external audit and regulatory assurance activities.
· Provide evidence and assurance to support organisational compliance with legislative, regulatory and policy requirements.
· Contribute to the development of a robust and sustainable service charge control environment.

Quality Assurance & Data Validation
· Own the end-to-end quality assurance framework for service charge data.
· Design and implement validation controls across budgets, actuals, estimates and reconciliations.
· Establish and monitor quality performance measures, including error rates, adjustments, rework levels and control effectiveness.
· Undertake root cause analysis of service charge errors and identify opportunities for improvement.
· Implement preventative controls to reduce recurring issues.
· Ensure data standards are consistently applied across all service charge activities.

Performance Reporting & Insight
· Develop and deliver performance reporting, management information and executive dashboards.
· Monitor operational, financial and customer performance indicators across the service charge function.
· Analyse trends, risks and opportunities to improve service performance.
· Provide strategic insight and recommendations to senior leaders and stakeholders.











· Support business planning, resource planning and operational decision making through data-led recommendations.
· Produce performance analysis to support continuous improvement and organisational learning.

Budgeting, Forecasting & Financial Oversight
· Oversee service charge budget-setting processes and assumptions.
· Support the development of accurate and evidence-based service charge budgets.
· Monitor budget performance and in-year expenditure trends.
· Work with operational teams and budget holders to improve the quality of financial assumptions and forecasts.
· Support financial planning, accruals, forecasting and year-end processes through robust data analysis.
· Provide assurance over key financial datasets and service charge assumptions.

Systems & Continuous Improvement
· Identify opportunities to improve systems, processes and reporting capabilities.
· Lead or support service charge system enhancements and implementations.
· Drive automation, efficiency and standardisation across service charge processes.
· Support the development of new reporting tools and analytical capabilities.
· Champion a culture of continuous improvement and data-led decision making.
· Work with Technology and Business Improvement teams to deliver sustainable solutions.

Customer Transparency & Insight
· Support the development of clear, transparent and accessible service charge information for residents.
· Improve the quality and consistency of service charge information provided to customers.
· Support the production of year-end accounts, explanatory information and resident communications.
· Analyse complaints, enquiries and customer feedback to identify improvement opportunities.
· Contribute to initiatives that improve resident confidence, trust and understanding of service charges.
· Support the delivery of organisational commitments relating to transparency and customer outcomes. 
What you’ll need:

Knowledge, Experience & Skills 
Essential
· Significant experience in service charge management.
· Strong understanding of residential leasehold service charges, recoverability principles and legislative requirements.
· Advanced analytical, reporting and data management skills.
· Experience of budgeting, forecasting and financial analysis.
· Experience developing data quality controls, assurance frameworks and governance processes.
· Experience producing management information, performance reporting and executive-level insight.









· Strong understanding of service charge legislation, regulation and sector best practice.
· Experience working across multiple teams and influencing outcomes.
· Strong stakeholder management and communication skills.
· Strong organisational skills with the ability to manage multiple priorities and competing deadlines.
· Experience managing teams and delivering results through others.
· Continuous improvement and quality-focused mindset.

Desirable
· Experience within the social housing sector.
· Experience of NEC Housing, SUN, Bluebox or equivalent housing and finance systems.
· Experience supporting internal audit, external audit or regulatory assurance activities.
· Knowledge of consumer standards and regulatory requirements.
· Professional qualification in finance, data analysis, housing, property management or a related discipline.
· Membership of, or working towards membership of, a relevant professional body.
· Qualifications
· Essential
· Degree level qualification or equivalent professional experience in a relevant discipline.
· Demonstrable ability to operate effectively at management level.
· Desirable
· Professional qualification in finance, data management, housing, property management or a related field.
· Evidence of continued professional development.

Leadership/ Management
Essential
· Proven line management experience with the ability to inspire and motivate staff and stakeholders.
· Effective communicator, using a range of techniques and tools to convey messages.
· Develops and empowers staff, sets clear objectives and gives feedback to continuously improve.
· Proven decision maker who takes ownership and responsibility for outcomes.

Qualifications 
Essential
· Degree level qualification or equivalent or ability to operate at that level 
· Member of TPI or RICS and/or extensive experience of major works consultation, major works billing and leasehold service charge administration.

Desirable 
· Professional qualification in finance, data management, housing, property management or a related field.
· Evidence of continued professional development.
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