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Team: 	Properties - Investments
Report To: 	Sustainability Manager  
Grade: 	SH7
	Overview: 

This role sits within the Assets, Development and Sustainability Directorate reporting to the Sustainability Manager.

To deliver Salix Homes' statutory duties as a regulated heat supplier and to lead the day to day operational, compliance and customer service performance of Salix’s communal and district heat networks.

Heat networks became a regulated market on 27 January 2026. Salix Homes is accountable to Ofgem under the Heat Network (Market Framework) Regulations 2025 for consumer protection, pricing transparency, reliability of supply and standards of customer service, and remains accountable for metering and billing duties under the Heat Network (Metering and Billing) Regulations. From 2027 the association's networks will also require technical certification under the Heat Network Technical Assurance Scheme. The post holder will lead on the delivery of these obligations across the association's heat network portfolio, currently 24 networks serving approximately 1,800 homes in general needs blocks and our older persons sheltered schemes.

The role combines regulatory compliance, contract management, data analysis and direct customer service. The role requires close working with Asset Investment, Compliance and Building Safety, Repairs and Investment delivery, Income Management, Finance and Customer Services teams, and with Salix’s metering, billing and maintenance service providers. The post holder will be responsible for coordinating colleagues across these service areas in the collation and submission of relevant data and to ensure continued compliance.

In addition, the role will lead on the regulatory needs of our renewable power and heat systems, ensuring they operate effectively for the benefit of Salix and our customers, it will also develop business cases for future expansion of our renewable estate.


	Responsibilities: 

· Maintain Salix Homes' registration and ongoing notification obligations to Ofgem for all heat networks. Manage the register of networks, supply arrangements, dwellings and metering accurate, and prepare and submit regulatory returns to deadline. Act as the day to day operational point of contact for Ofgem correspondence in support of the named Regulatory Contact.

· Deliver compliance with the Heat Network (Metering and Billing) Regulations, including cost effectiveness assessments, building level and dwelling level metering installation programmes, meter accuracy and calibration, the heat meter asset register, and the closure of legacy compliance gaps across the portfolio.

· Lead on the preparation and submission of Salix Homes’ certification under the Heat Network Technical Assurance Scheme. Undertake gap analysis against the technical standard and the associated metering and monitoring requirements, assemble and maintain the evidence base for each network, coordinate assessment activity and manage the ongoing submission of performance data.

· Manage the metering, billing and customer account service contract. Assure data quality and billing accuracy, apply back billing rules and the unbundling of heat charges, maintain published tariff information, and reconcile costs to charges annually for each network.

· Support the annual heat tariff setting process. Model fuel, maintenance, metering, standing charge and network loss costs against affordability, and prepare the supporting rationale for internal approval and for customer notification within statutory notice periods.

· Monitor heat network performance using metering, billing, building management system and sensor data. Report on network efficiency, distribution losses, flow and return temperatures, outages and interruptions, and identify remedial works and efficiency improvement opportunities.

· Deliver the association's consumer protection duties, including welcome and annual customer notices, tariff change communications, identification and support of vulnerable customers, Priority Services Register arrangements, and guaranteed standards for supply interruptions.

· Investigate heat network enquiries and complaints through to resolution, working with Customer Services, contractors and the Energy Ombudsman where required. Record root causes and lessons learnt and use them to drive service improvement.

· Work with Income Management and Finance colleagues to ensure accurate consumption and billing data, reconciliation of heat income, arrears reporting and the fair application of the association's debt and disconnection arrangements for customers in payment difficulty.

· Support the specification, procurement and management of servicing, maintenance and repairs contracts covering energy centres, plant, distribution networks, heat interface units and meters. Monitor contractor performance against agreed standards and escalate failures.

· Contribute to heat network decarbonisation and investment appraisals, including feasibility studies, external funding bids such as the Heat Network Efficiency Scheme, and business cases for network improvement, replacement or decentralisation in support of the association's net zero carbon targets.

· Maintain the heat network compliance calendar, risk register and performance dashboard, and prepare briefings, reports and papers for the Sustainability Manager, Director of Assets, Leadership Team and committees as required.

· Keep up to date with heat network legislation, regulatory guidance and industry best practice, attend relevant forums and advise colleagues across Salix Homes on the implications for policy, procedure, budgets and investment planning.

· Any other ad-hoc duties that may fall within the remit of this role, which it would be reasonably assumed that the postholder is capable of fulfilling, or for which training has been given.


	Profile Fit: 

· This will suit someone who is methodical, numerate and comfortable holding regulation, contracts, technical performance and customer service in view at the same time. The post holder will help build the association's heat network compliance framework rather than inherit a finished one, and must be confident working with metering and billing data, contractors and customers directly.

	

This role will be unsuitable for those who need structure and are uncomfortable with ambiguity. Heat network regulation is still developing and guidance changes frequently. The successful candidate must be able to meet statutory deadlines and plan their diary as such.


	Main Stakeholders: 

Customers
Employees
Service Directors
	

Contractors
Team Leaders / Supervisors
Third Party Suppliers
 





	Person Specification
	

	Knowledge: 

· Working knowledge of heat network legislation and regulation, including the Heat Network (Market Framework) Regulations 2025, Ofgem consumer protection requirements and the Heat Network (Metering and Billing) Regulations.

· Understanding of how communal and district heat networks operate, including energy centres, distribution pipework, heat interface units, heat meters and building level metering.

· Awareness of the Heat Network Technical Assurance Scheme and the supporting technical, metering and monitoring standards, or a demonstrable ability to acquire this quickly.

· Knowledge of energy tariffs, charging structures, unbundling of heat charges and billing processes.

· Relevant qualification in energy, engineering, building services, sustainability or a related field, or equivalent demonstrable work experience.

· Understanding of consumer protection principles, vulnerability and fuel poverty in a social housing context is desirable.


	Skills: 

· Strong analytical skills, with the ability to interrogate metering, billing and consumption data, identify anomalies and reach evidenced conclusions.

· Advanced Excel skills, including working with large data sets, and confident use of Outlook, Teams, Word and PowerPoint.

· Excellent written communication, including the ability to produce regulatory returns, policy documents, plain English customer communications and reports for senior audiences.

· Excellent organisational skills, including the ability to manage a compliance calendar, meet statutory deadlines and work under pressure on several workstreams at once.

· Contract and supplier management skills, with the ability to hold contractors and service providers to account against agreed performance standards.

· Excellent customer service skills, including the ability to explain technical and billing matters clearly to customers, some of whom will be vulnerable.


	Experience: 

· Experience of working within a compliance or regulatory environment with statutory reporting duties.

· Experience of engaging a range of internal and external stakeholders to gather information, resolve issues and build effective working relationships.

· Experience of managing contractors, consultants or service providers.

· Experience of investigating and resolving customer complaints, ideally including escalation to an ombudsman or redress scheme.

· Experience of heat network operations, maintenance, metering or billing is highly desirable.

· Experience of working within housing, utilities, energy or property services is desirable.

· Full UK driving licence and the ability to attend sites across Salford.


	☐	By ticking the box you agree that you have read, understood and accepted the content of this document.

	Signed: 
	
	Date: 
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