Head of Rent and Service Charge
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The Head of Rent & Service Charges will lead whg’s rent setting, service charging, and related functions. 
This role ensures compliance with regulatory requirements while developing strategies to respond to evolving government policy, sector reforms, and customer expectations. 

The postholder will combine strong technical expertise with strategic foresight—proactively anticipating and shaping responses to changes such as rent convergence, leaseholder reform, and wider housing sector policy. They will be a key influencer, working across the organisation to ensure rent and service charge approaches are transparent, fair, and financially sustainable. 
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.

· Strategic advice to Board and Executive that supports informed date driven decision-making.

What are my key responsibilities?
· Develop and lead the organisation’s strategy for rent and service charges, aligning with corporate objectives, regulatory frameworks, and best practice.

· Anticipate and analyse the impact of national policy changes (e.g., rent convergence, leaseholder reform, affordability measures) and recommend strategic responses.

· Provide insight and thought leadership to the Executive Team and Board, including scenario planning and impact modelling.

· Champion customer-focused policies that balance financial sustainability with fairness and transparency.

· Oversee the annual rent setting and service charge cycle, ensuring accuracy, timeliness, and compliance with legislation and regulation.

· Ensure robust systems, policies, and processes are in place to manage rent reviews, relets, service charge apportionment, and income-related queries.

· Oversee the calculation, consultation, and billing of service charges for tenants and leaseholders, ensuring transparency and value for money.
· Maintain effective controls to ensure compliance with statutory requirements, the Regulator of Social Housing, and financial standards.

· Ensure rent and service charge communications are clear, accessible, and responsive to customer needs.

· Work with customer panels, forums, and stakeholders to build trust in rent and service charge methodologies.

· Drive continuous improvement in customer experience and transparency in charging processes.

· Lead, develop, and motivate the Rent & Service Charge Team to deliver a high-quality, customer-focused service.

· Foster a culture of continuous improvement, innovation, and accountability.

· Build cross-departmental relationships, ensuring rent and service charge considerations are embedded into asset management, housing management, finance, and development decisions.
Relationships
· Postholder will report to the Finance Director (Financial Reporting)

· Responsible for overseeing the managing the Rent and Service Charge team.

· Customers and Stakeholder across the business

· Internal and external auditor as required
Role requirements
· Significant experience in rent setting and service charge management within the housing sector.

· Strong knowledge of housing policy, regulation, and best practice in rent and service charges.

· Ability to analyse and interpret complex policy changes and translate them into strategic responses.

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

· Strong leadership and people management skills, with the ability to inspire, motivate, and develop teams.
· Exceptional communication and influencing skills, with the ability to engage effectively with customers, colleagues, and stakeholders at all levels.

· Track record of delivering improvements in systems, processes, and customer satisfaction.

· Knowledge of IT systems used for rent and service charge management.

· Experience of contributing to or leading on organisational policy development in a housing context.

· Ability to work under pressure and to tight deadlines.
· A professional qualification in a related technical discipline (such as Finance or housing etc.) or demonstrably qualified by experience.
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.



	[image: image2.png]



	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.


[image: image6.png]


