
	
ROLE PROFILE / JOB DESCRIPTION


	JOB TITLE:
	Key Clients Tenancy & Governance Manager 

	REPORTING TO:
	Head of Key Clients 

	LOCATION:
	Multi-site / Hybrid. 

	PURPOSE 

	To oversee operational delivery across Chestertons' Key Client portfolio, ensuring exceptional service standards, regulatory compliance, efficient tenancy onboarding, and strong client relationships throughout the tenancy lifecycle.
Act as the operational SME for Key Clients, providing specialist support on complex tenancy transactions, corporate and embassy tenancies, renewals, tenancy swaps, rent increases and bespoke client requirements. Serve as the primary escalation point for operational, compliance and process-related matters across Key Client portfolios.
Support the team and business through process improvement initiatives, systems development, training programmes, client reporting and operational governance, ensuring consistency, efficiency and best practice across all tenancy operations.
Work collaboratively with branches, Tenancy Progression, Corporate Services, Property Management, Client Accounts, Renewals and senior stakeholders to protect revenue, retain clients and enhance the client and branch experience.

	ACCOUNTABILITIES


















	Deliver Exceptional Key Client Service
• Act as the primary operational contact for designated Key Clients 
• Ensure all tenancy transactions are progressed efficiently and accurately in accordance with client-specific requirements.
• Provide proactive communication and exceptional service to clients, internal stakeholders and front-office teams.
• Support the retention and growth of Key Client relationships through consistent delivery and operational excellence.
• Resolve complex client enquiries and escalations professionally and efficiently.

Oversee Complex Tenancy Transactions
• Manage and oversee complex tenancy transactions including Corporate tenancies, Embassy tenancies, Premier and Super Prime tenancies; renewals, Tenancy swaps, Rent increases, Licence agreements, Non-standard tenancy arrangements 
• Review and approve bespoke tenancy documentation, clauses, addendums, surrenders and associated legal documentation.
• Ensure all transactions comply with legislative requirements, company policy and client-specific processes
• Provide guidance on complex tenancy scenarios and act as a point of escalation for colleagues across the business.

Compliance, Governance & Risk Management
• Maintain expert knowledge of lettings legislation, Right to Rent requirements, AML obligations and regulatory developments.
• Review operational processes to ensure compliance and minimise business risk by carrying out regular audits and annual re-checks
• Assist with updates to tenancy agreements, documentation and templates following legislative changes.
• Identify operational risks and implement practical solutions to mitigate them.

Process Improvement & Systems Development
• Support the ongoing development and enhancement of tenancy progression systems and platforms.
• Participate in testing, implementation and rollout of new technology and operational processes.
• Review and streamline client-specific workflows to improve efficiency, accuracy and user experience.
• Create and maintain bespoke checklists, templates, reporting tools and operational documentation.
• Identify opportunities to improve service delivery, productivity and operational consistency.

Training & Knowledge Development
• Deliver Key Client process training across branch network and operational teams.
• Provide coaching and mentoring to Tenancy Progressors and operational colleagues.
• Support onboarding programmes for new team members with the Key Clients team and branch network.
• Act as a subject matter expert for tenancy progression processes, legislation and Key Client requirements.
• Promote knowledge sharing and continuous development across departments.

Stakeholder & Department Collaboration
• Act as a key operational liaison between: Lettings, Property Management, Client Accounts, Compliance Teams 
• Support department heads and directors with operational reviews and strategic projects.
• Assist front-office teams with complex transactions and client escalations.
• Maintain strong working relationships across all business functions.

Reporting & Portfolio Performance
• Produce and maintain bespoke client reports relating to:
· Renewals 
· Rent increases 
· Compliance requirements 
· Certificate tracking 
· Portfolio performance 
· Operational KPIs 
• Monitor service standards and identify opportunities for improvement.
• Support management reporting and operational analysis.
• Assist in developing service level standards and operational benchmarks for Key Client delivery.

Contribute to Team Culture
• Support a collaborative and high-performing working environment.
• Provide operational support during periods of absence, increased workload and business change.
• Demonstrate flexibility, accountability and a proactive approach to problem solving.
• Promote excellent customer service standards across the business.
• Act as a role model for professionalism, client service and operational excellence.



	SKILLS & ATTRIBUTES:
	• Minimum 3 years' experience within the lettings sector.
• Extensive knowledge of residential tenancy legislation, process and regulatory requirements.
• Strong understanding of institutional operational needs within lettings.
• Exceptional stakeholder management and relationship-building skills.
• Proven ability to manage complex and high-value client portfolios.
• Strong operational and commercial awareness.
• Excellent written and verbal communication skills.
• Ability to interpret, review and draft non-standard tenancy documentation.
• Strong analytical and problem-solving abilities.
• High attention to detail and accuracy.
• Experience delivering training and mentoring colleagues.
• Advanced knowledge of Reapit
• Ability to manage multiple priorities in a fast-paced environment.





