Rent and Service Charge Officer
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The Rent & Service Charges officer will support whg’s rent setting, service charging, and related functions. 
This role supports the calculation, processing, and reconciliation of rental income and service charges.
The key deliverables of the role are outlined below.

· Rent and service charge policies and processes that are compliant, transparent, and fair.

· Proactive and timely organisational responses to policy reforms (rent convergence, leaseholder reform, etc.).

· Improved customer satisfaction with rent and service charge communication and transparency.

· A motivated, high-performing team delivering excellent services.

What are my key responsibilities?
· Processing rent adjustments, calculating annual rent increases, and ensuring charges match lease terms and tenancy agreements.
· Support the end-to-end service charge cycle, including gathering cost information, calculating estimates, and preparing end-of-year reconciliations.
· Draft letters, answer queries, and help explain rent or service charge breakdowns to colleagues in a clear, understandable way.
· Complete annual reviews of rent accounts ensuring all uplift charges are correct.
· Carry out monthly relet checks for completeness and accuracy of rents, charges and tenancy type.

· Review affordable rent properties at void stage and rebase rents in accordance with property valuations.

· Maintain accurate, compliant financial records on housing management systems and assist with internal audits.
· Support the annual rent setting and service charge cycle, support with ensuring accuracy, timeliness, and compliance with legislation and regulation.

· Strive for continuous improvement in customer experience and transparency in charging processes.

· Contribute to building cross-departmental relationships, ensuring rent and service charge considerations are embedded into asset management, housing management, finance, and development decisions.
· Collaborate on the annual budgeting and forecasting process specifically focusing on revenue generation and income streams.

· Facilitate the preparation of accurate and timely monthly management accounts.

· Assist with year-end statutory accounts preparation.

Relationships
· Postholder will report to the Senior Rent and Service Charge Officer.
· Customers and Stakeholder across the business.
· Internal and external auditor as required.
Role requirements
· Experience or working in a financial environment and supporting financial reconciliation.

· Strong numerical ability and basic to intermediate Microsoft Excel skills. 
· Maths and English GCSE (Grades A*-C or 9-4), or equivalent qualifications.
· Commitment to developing knowledge and understanding of both finance and housing law, and regulatory compliance.

· Demonstrate financial and analytical skills, including scenario modelling and impact analysis.

· Good communication skills with the ability to deal politely and effectively with customers, colleagues, and stakeholders.
· Ability to manage your own workload while balancing on-the-job training and coursework.

· Good attention to detail.

· Experience of managing or supporting others to drive up performance and standards.

· Ability to meet tight deadlines and prioritisation of workload across the team.

· Previous experience in a similar role or knowledge of the social housing sector is preferred but not essential.
whg’s values and behaviours
At whg we have an ambitious aim to be an exceptional place to work that attracts, develop and retains talent. We recognise that our success as a business depends largely on the quality and commitment of our colleagues; our values set out in our 2030 plan identify the behaviours that we expect all colleagues to display at whg.
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	Trustworthy

You can rely on us. We are honest in everything we do.
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	Respectful

Valuing people and treating everyone with empathy and fairness.
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	Accountable

Taking responsibility for our actions and owning the delivery of our promises.
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	Collaborative

Achieving great things by working together.
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	Excellent

Striving to be the best and delivering the best outcomes for customers and the organisation.


Please note that this job description is not part of a Contract of Employment nor can it be exhaustive.  It is a guide to the tasks and responsibilities envisaged for the post and, as such, will change and evolve to reflect the changing needs of whg.
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