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Managing Agent Assurance Officer
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 Managing Agent Administration Manager, the Managing Agent Assurance Officer is responsible for providing independent assurance, challenge and resident advocacy across Southern Housing's managed agent portfolio.
The role acts as Southern Housing's specialist function for scrutinising managing agent service charge expenditure, testing compliance with lease and statutory requirements, protecting recoverability and supporting the resolution of complex disputes and tribunal proceedings.
Working closely with Managing Agent Relationship Managers, Managing Agent Coordinators, Service Charge teams, Specialist Leasehold Services and Legal Services, the postholder will provide technical expertise relating to service charge recoverability, statutory compliance and evidence management.
The role plays a key part in ensuring costs recharged to residents are appropriately evidenced, compliant, reasonable and capable of being defended where challenged.






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: 

Managing Agent Assurance & Challenge
· Review and challenge managing agent expenditure, supporting information and charging methodologies.
· Assess whether costs are appropriately incurred, supported by sufficient evidence and capable of being recharged to residents.
· Identify concerns relating to service charge recoverability, value for money, apportionment methodologies and supporting documentation.
· Challenge managing agents where costs appear unreasonable, unsupported, duplicated or inconsistent with lease obligations.
· Provide assurance that service charge expenditure has been appropriately scrutinised before costs are recharged to residents.
· Support the development of assurance processes, controls and reporting relating to managing agent service charges.

Resident Advocacy & Cost Scrutiny
· Act as an independent advocate for residents by ensuring managing agent costs are appropriately reviewed and challenged.
· Review service charge costs from the perspective of transparency, fairness and recoverability.
· Support the resolution of resident concerns relating to managing agent service charges.
· Promote confidence that managing agent costs are subject to independent oversight and challenge.
· Identify recurring themes and concerns which may impact resident trust, confidence or value for money.

Recoverability & Statutory Compliance
· Review compliance with lease obligations, statutory requirements and organisational policies relating to service charges.
· Provide technical advice relating to Section 19 reasonableness of costs and service charge recoverability.
· Assess compliance with Section 20 consultation requirements and identify potential risks to recoverability.
· Review compliance with Section 20B notification requirements and advise on potential time-bar risks.
· Identify statutory, contractual and procedural risks associated with managing agent expenditure.
· Escalate concerns and recommend appropriate corrective actions where required.

Dispute Resolution & Escalations
· Support Managing Agent Relationship Managers in the resolution of complex disputes and escalated service charge challenges.
· Provide technical expertise relating to recoverability, consultation, evidence and statutory compliance.









· Coordinate investigations into disputed costs and complex resident challenges.
· Support early resolution of disputes wherever possible to minimise escalation.
· Provide recommendations relating to dispute management and resolution strategies.

First-tier Tribunal & Formal Proceedings
· Manage Southern Housing's response to Section 27A applications and other formal challenges relating to managing agent service charges.
· Coordinate evidence gathering, document reviews and case preparation activities.
· Work closely with internal stakeholders, solicitors and external representatives throughout tribunal proceedings.
· Prepare case summaries, supporting documentation, witness evidence and tribunal bundles.
· Maintain oversight of tribunal deadlines, actions and case progression.
· Record outcomes, lessons learned and improvement opportunities arising from tribunal activity.

Evidence Management & Documentation
· Work closely with Managing Agent Coordinators to obtain, review and validate supporting evidence relating to service charges, contracts, invoices, consultation records and expenditure.
· Maintain robust records and audit trails to support assurance activities and dispute resolution.
· Ensure supporting documentation is available to demonstrate compliance, recoverability and value for money.
· Support responses to information requests, complaints, legal enquiries and regulatory reviews.
· Contribute to the development of standardised approaches to evidence management and record keeping.

Stakeholder Management
· Build effective relationships with managing agents, solicitors, surveyors, consultants and other external stakeholders.
· Work collaboratively with Service Charge teams, Specialist Leasehold Services, Finance and Operational colleagues.
· Provide technical advice and guidance relating to managing agent service charges and disputes.
· Support governance reporting and assurance activities relating to managing agent performance and expenditure.

Continuous Improvement & Assurance
· Identify trends, risks and recurring issues arising from disputes, challenges and tribunal proceedings.
· Recommend improvements to controls, processes and ways of working.
· Contribute to the development of assurance frameworks relating to managing agent service charges.
· Support organisational learning by sharing insights, lessons learned and best practice.
· Promote a culture of challenge, accountability and continuous improvement.





What you’ll need:

Knowledge, Experience & Skills 
Essential
· Significant experience in service charges, leasehold management, property management or a related technical discipline.
· Strong understanding of residential service charges, lease obligations and recoverability principles.
· Knowledge of Sections 19, 20 and 20B of the Landlord and Tenant Act 1985.
· Experience investigating complex service charge issues, disputes or escalations.
· Experience reviewing financial information, supporting documentation and service charge evidence.
· Strong analytical and problem-solving skills.
· Excellent written and verbal communication skills.
· Ability to interpret complex information and present findings clearly.
· Strong organisational skills and ability to manage multiple priorities.
· Experience working with internal and external stakeholders.
Desirable
· Experience managing or supporting First-tier Tribunal proceedings.
· Experience working with managing agents or superior landlord arrangements.
· Experience reviewing contracts, consultation documentation and service charge accounts.
· Knowledge of social housing service charge arrangements.
· Experience supporting legal proceedings or formal dispute resolution.
· Experience of Housing Enterprise, Bluebox or equivalent systems.
· Knowledge of sector best practice relating to service charges and leasehold management.

Qualifications 
Essential
· Educated to A-Level standard or equivalent professional experience.
· Demonstrable ability to operate within a specialist technical service charge environment.

Desirable 
· Housing, leasehold, property management, legal or financial qualification.
· Membership of, or working towards membership of, TPI, IRPM, CIH, RICS or a similar professional body.
· Evidence of continued professional development.
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