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Job Description
Job Title:
Senior Property Management Consultant – Property Management
Department / Function:
Property Management
Reports To:
Associate Team Leader / Associate Director
Direct Reports:
N/A (mentoring responsibility for Property Managers)
Location:
Battersea, Islington, Knightsbridge, Wandsworth
Job Grade / Level:
Senior Grade D 

Job Purpose
To act as the primary point of contact for tenants and landlords across a portfolio of approximately 120 managed properties, ensuring a smooth, compliant, and customer-focused experience throughout the tenancy lifecycle from move-in to deposit release.
The role also involves supporting, mentoring, and developing Property Managers through training and guidance, while maintaining strong landlord relationships and supporting front office Lettings operations in a commercially responsible manner.

Key Accountabilities
Deliver Exceptional Customer Experience
· Provide a professional and positive experience for tenants and landlords from tenancy commencement through to completion.
· Offer clear and informed advice on maintenance, legislation, and obligations.
· Maintain high levels of communication via email, telephone, and in person.
· Accurately record all interactions in internal systems to ensure consistency and service quality.
· Build strong relationships with clients and colleagues, demonstrating confidence in all communications.
Maintenance & Compliance Management
· Manage all inbound maintenance issues through to resolution.
· Scrutinise contractor quotes and manage third-party relationships effectively.
· Oversee invoicing and billing processes.
· Maintain and develop up-to-date knowledge of relevant legislation and compliance requirements.
Property Visits
· Conduct approximately 5 property visits per week across tenanted, pre-tenancy, and vacant properties.
· Produce detailed reports and provide value-added feedback to landlords.
· Communicate confidently with landlords following each visit.
Deposit Management
· Negotiate deposit deductions fairly and within required timeframes.
· Advise landlords on appropriate charges.
· Manage deposit disputes in line with scheme requirements.
Rent Arrears Management
· Monitor tenant arrears and follow arrears recovery processes.
· Understand landlord and tenant financial statements.
· Oversee court proceedings, including attendance at possession hearings where required.
· Support rent protection processes and mitigate financial risk.
Team & Lettings Collaboration
· Build and maintain strong relationships with Lettings teams, managers, and negotiators.
· Lead Property Management input at branch meetings.
· Attend weekly department meetings and periodic portfolio reviews.
· Work from front office locations to strengthen collaboration.
Business Development
· Identify and maximise revenue opportunities, including large works, vacant management, and additional services.
· Refer opportunities across Lettings, Compliance, Sales, and Refurbishments teams.
· Promote services such as Rent Protection.
· Support team members in identifying and converting upsell opportunities.
Team Culture & Leadership Support
· Promote a collaborative and positive working environment.
· Provide cover and support during team absences.
· Support Team Leaders in maintaining high performance standards and addressing issues constructively.
Team Monitoring & Mentoring
· Provide mentoring and ongoing support to Property Managers.
· Lead regular one-to-one portfolio review meetings.
· Act as a first point of escalation for low-level complaints.
· Handle challenging situations calmly and effectively to avoid escalation.
· Support onboarding and training of new team members.
· Encourage continuous learning and professional development within the team.

Key Performance Indicators (KPIs)
· Tenant and landlord satisfaction levels
· Timely resolution of maintenance issues
· Accuracy and quality of property visit reports
· Rent arrears recovery and debt management
· Deposit dispute resolution success
· Compliance with legislation and internal processes
· Contribution to team revenue and upsell opportunities
· Effectiveness of mentoring and team support

Knowledge, Skills & Experience
Essential:
· Minimum 3 years’ experience in a Property Manager role.
· Strong understanding of property management processes and relevant legislation.
· Knowledge of Housing Act legislation and practical application.
· Excellent communication, negotiation, and relationship-building skills.
· Strong organisational, time management, and prioritisation abilities.
· High attention to detail and accuracy in documentation.
· Effective problem-solving and objection-handling skills.
· Proficient IT skills, including tenancy and CRM systems.
Desirable:
· Experience mentoring or supporting junior team members.
· Experience managing high-value or complex property portfolios.
· Knowledge of rent protection processes and court proceedings.

Behavioural Competencies
· Customer-focused and service-driven
· Professional and confident communicator
· Proactive and solution-oriented
· Resilient and calm under pressure
· Collaborative team player with leadership capability

Other Information
· Travel required across London for property visits and meetings
· Occasional requirement to attend court hearings
· Hybrid working between office locations and site visits
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