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	Job details

	Job title
	Management Information and Customer Engagement Officer

	Job Reference
	24300

	Grade and Salary
	5 - £34,434 per annum (pro rata for part time)
This role includes performance related pay progression

	Service and Team
	Adult Social Care, Insight and Intelligence Team

	Location
	Endeavour House, Russell Road, Ipswich, Suffolk, IP1 2BX - Hybrid 

	Hours per week
	37

	Status
	Fixed Term or Secondment for up to 12 months

	This role may offer the following flexible working options

	· Working part time hours (eg different hours/days to those advertised)
· Job sharing
· Working compressed hours (eg a nine-day fortnight)
· Term time working (including partial term-time working)
· Use of flexitime / time off in lieu
· Hybrid working options, including some home working
· Working from different Council buildings
· Working adjusted core hours (eg starting later and finishing later or other patterns)



	About us


As a modern and effective council, we understand the importance of being flexible and well-connected in the ways we work. We focus our ambitions on doing what’s right for people, our partners and our communities - both now and for the future. 

That’s why, as one of the largest employers in Suffolk, we believe in empowering everyone. Through career variety and collaborative working, accessible career paths and professional development. 

The support and care we offer encourages and enables you to be the best you can be. To make a meaningful impact on the world around you. To achieve a unique sense of pride in what you do, why you do it and where. Reimagine the possibilities.

	Main purpose of the job



The post holder will work in collaboration with Customer First, Initial Response Team, the Digital Team, Insight and Intelligence team and the wider ACS and CYP directorates to deliver improved service processes, and outcomes for customers. 

This role will be responsible for undertaking accurate data collection and analysis to support the business plan and strategic objectives. This role will also be responsible for collating and analysing ACS data of websites, and customer satisfaction.

The post holder will produce evidenced based recommendations to key stakeholders which will inform service change and improvement.

This role will be line managed by the Business Improvement Manager.

	[bookmark: _Hlk34906451]About the team 


[bookmark: _Hlk495054689][bookmark: _Hlk495053664]This role will sit within the Digital Content Team structure but will be line managed within Customer First. 

The digital content team is a SCC resource dedicated to ensuring best practice web content and user experience.

Customer First is a multi-channel contact centre who act as the first point of contact for Social Care in Suffolk, operating across Adult and Community Services, Children and Young People Services and Mental Health. 

Key Relationships:
· Business Improvement Manager
· Contact Centre Manager
· Senior Customer Experience Manager
· Systems Transformation team
· Social work service managers
· Initial Response team 
· Insight and intelligence team
· Relevant health teams and colleagues
· IT teams
· Digital leads and teams
· SCC Business Development
· AMHP leads
· CYP data leads
· Information Management Services

	What you will be expected to deliver in the role



Day to day tasks may include:
· [bookmark: _Hlk495055622]To maintain accurate management information dashboards for online and offline channels, collating data on a regular basis, documenting the basis of data and exercising quality control over the data used.
· To undertake analysis via Google analytics, Genesys, GBiz and other technical interfaces to understand and record where and in what volumes services are being delivered online and through other channels
·  Securing the right data on a regular basis to support effective data driven development of the customer service proposition and to support effective real time service delivery.
· Develop innovative ways to collect data, produce reports and improve ways of working with little or no guidance.
· Work with internal and external customer relationships to ensure effective service delivery including identifying and suggesting any service or process improvements.
· Support the team’s Business Plan and associated activities aligned with directorate and corporate plans, objectives and goals.
· Engage with colleagues across IT, Customer Experience, Insight and Intelligence and Digital to ensure Customer First and the Initial Response Team are reactive to consumer behaviours and technologies available, and track effectiveness of identified solutions.
· Use data from web analytics and internal and external feedback to recommend best practice, process change and digital channels within teams.
· Highlight opportunities through analysis of data for business development and/or where additional services could be developed in order to meet additional customer needs.
· Feed web analytics and customer feedback data into process improvements
· Measure quality assurance and user experience testing in relation to the online customer experience across ACS sites.
· To produce absence tracking, resource allocation and demand measurements to assist with forecasting and facilitate proactive management. 

Although this list provides examples of what you will be doing it’s not intended to be exhaustive, and you will have personal objectives linked to our People Plans and Strategies that will be discussed and agreed with your line manager when you start.

	Person Profile – what you will bring to the team



Qualifications and professional memberships
1. Educated to degree level or equivalent
2. Previous experience (12 month minimum) in analytical or statistic-based role or related discipline 
3. Statistical or analytical qualification desirable 

Values and personal qualities
4. Ability to work within a team to achieve superior results to meet or exceed service targets. 
5. Ability to influence the actions of others and negotiate solutions which are acceptable to all concerned 
6. Proven skill to communicate openly and honestly, willing to share and exchange ideas/information with others
7. Able to express ideas in a clear, concise and tactful manner 
8. Demonstrable experience in maintaining effectiveness during stressful circumstances or in an unfamiliar environment. 
9. Adjust behaviour to suite new procedures, systems, or responsibilities.
10. Proven ability to clarify tasks, plan work in advance, and prioritise work to achieve deadlines. 
11. Skills in problem solving, define a problem systematically. Makes sense of information by organizing it efficiently. 
12. Communicate both verbally and in writing highly technical and complex information with a range of audiences at an appropriate level to recipient understanding 
13. Evidence of writing clear, complete, concise letters or memos in a well-organized and logical manner, requiring minimal or no input or guidance from superiors. 
14. Resilient under pressure and ability to remain positive when challenged
15. Demonstrates a passion for making a positive difference for Suffolk.
16. [bookmark: _Hlk68683140]Shares our WE ASPIRE Values and strives to lead by example in relation to these.
17. A strong commitment to fairness and Equality, Diversity and Inclusion (EDI).
18. Strives to continuously improve in everything they do, taking the initiative to learn and develop.
19. Brings creativity into their work through innovation and openness to change.
20. Collaborates well with others and offers assistance and support to colleagues.

Specialist knowledge skills and experience
21. High level of literacy and numeracy skills and attention to detail.
22. Experience of accurately, objectively and positively drawing valid conclusions
23. and insights from multiple data sources
24. Effective data report design and development
25. Ability to support colleagues in identifying and solving problems based on data
26. Ability to use initiative and personal influence to source information and encourage best practices.
27. Knowledge of Google Analytics or equivalent
28. Knowledge of specialist data management tools preferable (i.e. Power BI)
29. Knowledge of workforce planning in a Contact Centre environment. 
30. Experience of working in a customer service environment
31. Previous experience in management information capture and reporting/analysis
32. Ability to analyse data from a wide range of systems and produce uniformed reports
33. Highly developed written communication skills at all levels
34. Experience and confidence in communicating with different stakeholders
35. Good presentation skills
36. IT literate with good user knowledge of statistical software systems such as Excel
37. Ability to analyse customer satisfaction to improve process and pathways for customers
38. Basic knowledge of any national government legislation, regulations or guidelines which may impact service delivery. 

If you think you have what it takes to be successful in this role, even if you don’t meet all the criteria, please apply. We’d appreciate the opportunity to consider your application.

	Travel requirements


On occasions, there may be a requirement for you to travel using reasonable and suitable means available to you.

	Our values – WE ASPIRE



[image: Suffolk County Council's WE ASPIRE Staff Values logo]

At Suffolk County Council our WE ASPIRE values set out the behaviours we expect from everyone in the organisation regardless of who they are, what their role or grade is or where they work.

The values have been developed through feedback and input from employees at the council and underpin how we go about our everyday work.  They define us and help us to be the best we can be.

Visit our careers pages for more information on our WE ASPIRE values.

	Our Customer Commitment
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In addition to our WE ASPIRE values, we also have a Customer Commitment which sets out a number of strong principles that help support high standards of customer service and care that we can all endeavour to consistently demonstrate. 

For more information, view our Customer Commitment poster.

	More information for recruitment applicants



We offer a fantastic working environment including diverse and active staff networks,
great flexible working options and many benefits, as well as the opportunity to improve the lives of Suffolk residents. 

Visit the Suffolk County Council career website to learn more, including information about adjustments to recruitment processes, our interview schemes and other commitments to equality, diversity and inclusion.
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