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Job Capsule Supplementary Information
Performance Analyst

Job Family: Customer Service    Job Zone: 3.2

Role Purpose
This role plays a crucial role in ensuring citizens in Camden receive an exceptional service when contacting Camden Council. You’ll help achieve this aim by producing actionable analytical insight for the Contact Centre. We have over 100 Customer Service Officers (CSO’s) in Contact Camden who between them have over one million customer conversations every year – so it’s vital we measure the right things, monitor performance and use data to pro-actively forecast demand to ensure we’re ready for when citizens contact us. Reporting to the Performance Manager, in this role, you’ll deliver performance reporting and analysis on a daily, weekly and monthly basis – you’ll recommend performance improvements based on the insight and your curious nature will have you digging for more data and more ways to improve performance. This role will work with the Contact Camden management team regularly to ensure we are effectively performance monitoring. You’ll lead on the monthly customer contact demand forecasting using the data available and produce a forecast and work with each Team Manager to produce mitigation plans for each team. 


Example outcomes or objectives that this role will deliver:

Improving performance through performance reporting & analysis

· Produce regular quantitative and qualitative contact centre performance reports and analysis; on a daily, weekly and monthly basis by department, team and individual. The reports will bring to the forefront performance issues and exceptions that prevented Contact Camden achieving performance targets
· Support defining the performance measures and targets across Contact Camden
· Use business intelligence tools to understand performance across a range of channels including telephony, email and digital
· Analyse CSO productivity; actively identify opportunities for improving service efficiency and highlighting productivity issues. Escalating issues around shift and schedule adherence with Team Managers
· You’ll gather data on why customers need to contact Camden Council; by ensuring we effectively capture demand data and you’ll be able to turn this data into actionable insight. This will support service re-design and transform the citizen experience


Improving performance through forecasting 

· Using planning and forecasting methods building accurate forecasts; with the available data to create regular customer contact forecasts; detailing resource requirements, mitigation plans and forecasted service, and crucially that available resources are effectively utilised to ensure we deliver for our citizens
· Use data to understand performance trends, ensuring service delivery is proactive and that will strive for customer service excellence; identifying resource solutions and create ‘what if’ scenario models 
· Build strong working relationships with key stakeholders to ensure performance reporting and forecasting is effective and being utilised 
· Use historical data and current data to analyse and track activities, trends, and variances between actual and forecasted workforce requirements
· Continuously monitor service performance, and make real-time interventions as the service requires 

People Management Responsibilities:

No people management 


Key relationships;

· [bookmark: _GoBack]Contact Centre Manager, Performance Manager, Performance Coaches, Performance Analyst, Contact Camden Team Managers, Improvement Manager & Head of Customer & Registration Services

Work Environment:

You’ll split your time between the Contact Camden Hub in Mornington Crescent and Camden Council’s main office in Kings Cross. Occasionally, you may be needed to attend meetings at the Repairs Contact Centre in Kentish Town. 


Technical Knowledge and Experience:

Excel expert
The post holder will be proficient and know how to get the best from excel

Analytical 
Proven analytical skills are essential; we will require analytical insight showing trends and recommendations of performance improvement, which will provide greater detail and insight then standard reports that provide repeat information

Forecasting, resource & planning techniques 
You’ll have strong knowledge of different forecasting & planning techniques; proven at delivering added value through effective forecasting. Knowledge of workforce management systems would be ideal

Engaging and a clear communicator
You’ll be a people person who is respected by teams due to your clear and personable communication, knowledge and skills

Deliver high performance results
You’ll have proven experience in delivering multiple priorities at the same time and proven at delivering high performance at pace, meaning you’ll take ownership of your workload and be highly organised 

Collaborator
You’ll be someone who is able to work alone, and more importantly as part of a team. This role requires someone who is not only good with numbers but people. You will have strong people skills and have the ability to develop strong relationships across Contact Camden and the Council 

Leadership behaviours:
1. Inspire
2. Develop people
3. Collaborate
4. Drive quality and value
5. Influence


Camden Additional Behaviours – identify one or two relevant additional behaviours with the appropriate level for this role:
Analysis and judgement

Structure Chart:
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