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JOB DESCRIPTION and PERSON SPECIFICATION 

	SERVICE AREA: Legal Services and Partnerships

	DATE PREPARED: November 2023

	SECTION: Customer Services – Customer Experience Team
	GRADE:  6



	JOB TITLE: Customer Experience Business Analyst

	EVALUATION RESULT: 516



	EVALUATION DATE: 24th April 2024
	JE NUMBER: NC4963

	DIGNITY AT WORK: 

[bookmark: _Int_RI7eoH9V][bookmark: _Int_AiA3F2jo]To show, at all times, a personal commitment to Looked after Children and treating all service users, customers and colleagues in a fair and respectful way, which gives positive regard to people’s differences and individuality (for example, gender, gender identity, nationality or ethnic origin, disability, religion or belief, sexual orientation, age).  Assists in ensuring equal access to services and employment opportunities for everyone and promotes the Council’s Equal Opportunities in Employment Policy.




	PURPOSE:

The Business Analyst will provide business analysis to support Customer Experience Managers, and key service area contacts, in redesigning or creating new online services, informed by customer profile information and performance data.

Working to the Council’s Customer Engagement Strategy, identify, analyse, and map current end to end processes to highlight opportunities for improvement based on the key deliverables for customer services, using tools such as Viso or other mapping/flow solutions.

Liaise with Customer Experience Managers and service area representatives to investigate and map new processes based on analytical data, with accessible self-service at their core, including all access channels. As well as identifying possible new ways of working, suggest appropriate systems and tools available, challenging where appropriate processes that could be further improved.

Assist managers to design processes that allow the benefits to be identified and tracked.




	PRINCIPAL ACCOUNTABILITIES:
Please note decision making must be included within the Principal Accountabilities

	1.
	Create business process maps and customer journey maps of current and new processes to reflect identified improvements. 

	2.
	Assist in ensuring processes designed and mapped meet all statutory requirements.

	3.
	Work with service area contacts, managers, and Data Analysts to design new processes with self-service and accessibility at their heart. Providing constructive feedback to ensure that objectives are met.

	4.
	Build effective relationships with service area representatives, colleagues, and partners.

	5.
	Produce detailed maps and flow diagrams showing all customer touch points, using relevant software and systems that are easily understood based on findings of the Data Analyst and analytical research. 

	6.
	Create processes that allow improvement outcomes to be monitored and reported on.
Present and explain processes to relevant project team members in clear terms using the most appropriate format.

	7.
	Assist the CET managers with process improvements through understanding the corporate suite of tools available to make required improvements. 

	8.
	Undertake regular observation of front-line staff and back-office operation teams to assist with identifying current processes and areas requiring improvements.

	9.
	[bookmark: _Int_CvPOkJWZ]Lead on the implementation of specific work packages across various projects as assigned. This requires a high level of self-supervision and expectation of making own decisions as to how to proceed daily. This involves working collaboratively with team members to ensure project objectives are met.

	10.
	[bookmark: _Int_g7IqUxwE]The Health and Safety at Work etc. Act 1974 and associated legislation places responsibilities for health and safety on Hull City Council, as your employer and you as an employee of the council. In addition to the Councils overall duties, the post holder has personal responsibility for their own health, safety and wellbeing and that of other employees; additional and more specific responsibilities are identified in the Council’s Corporate H&S policy.

	GENERAL:

[bookmark: _Int_YtP21H2d]The above principal accountabilities are not exhaustive and may vary without changing the character of the job or level of responsibility. The postholder must be flexible to ensure the operational needs of the Council are met.  This includes the undertaking of duties of a similar nature and responsibility as and when required, throughout the various workplaces in the Council.




	
DIMENSIONS:  
[bookmark: _Int_ara7omrV]All sections should be completed – if there aren’t any state ‘none’

	1: Responsibility for Staff: 

None.

2: Responsibility for Customers/Clients: 

To liaise with all council services where the introduction of digital services is possible, supporting the process reengineering of the service to focus on digital first.

This role supports online services and web provision for over 135 Council Services to more than 260,000 residents within the city, in addition to non-resident customers and local businesses as well as internal corporate customer service advisors.
  
In addition, the role also supports the effective service provision of all council services represented through corporate access channels.
  
Stakeholders consist of Integrated Care Board (ICB), Local Police Authority, Humberside Fire and Rescue Service, Voluntary Sector Organisations, Welfare Advisory Services, and other identified partners.

3: Responsibility for Budgets: 

Will support delivery of projects that directly impact on savings and income generation.

4: Responsibility for Physical Resources: 

[bookmark: _Int_ySgz9XZ5]Ensures that health and safety standards within their work area are maintained to the highest standards and standards are maintained when working in different locations.
 
Ensure all ICT equipment allocated is kept safe and secure, mitigating all risks associated with loss, damage, or theft.


	WORKING RELATIONSHIPS:
[bookmark: _Int_mccTpiSA]All sections should be completed – if there aren’t any state ‘none’

	1.	Within Service Area/Section: 

Close working relationship with: 

· the other Business Analyst(s)
· Data Analyst(s) 
· Digital Systems Officers
· Customer Experience Team Managers
· Customer Services Managers

2.	With Any Other Council Areas: 

Close links with data stewards within service areas to share datasets, deliver service improvements, change initiatives and improved service delivery.
 
Close links with service areas to ensure efficient and effective service delivery through all access channels.
 
Close links with ICT services for support with setting up systems and tools to be used in the role.

3.	With External Bodies to the Council: 

Communicates with partner organisations and stakeholders to build strong partnership relationships with external agencies, bodies, local communities, and customers.
 
Communicates to build working relationships with external suppliers and contractors.
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	ORGANISATION CHART: Please Provide Job Titles and Grades


	

	
	
	Immediate Line Manager
Customer Experience Team Leader

	
	
	

	Other jobs (peers) that report to immediate
line manager

Digital Systems Officer(s)

Customer Experience Data Analyst(s) 

Customer Experience 
Business Analyst(s)

	
	This Position
Customer Experience Business Analyst

	
	
	

	
	
	Direct Reports
None







	
	Supporting Information
(if applicable)

	PHYSICAL DEMANDS:
[bookmark: _Int_racMoE85]Physical Effort and/or Strain – (tiredness, aches and pains over and above that normally incurred in a day-to-day office environment).
	None

	WORKING CONDITIONS:
[bookmark: _Int_ZTxkygAA]Working Conditions – (exposure to objectionable, uncomfortable or noxious conditions over and above that normally incurred in a day-to-day office environment). 
	None

	EMOTIONAL DEMANDS:
Exposure to objectionable situations over and above that normally incurred in a day-to-day office environment.
	None






	PERSON SPECIFICATION
	Tick relevant column
	List code/s*

	[bookmark: _Int_0szFUWu7]The information listed as essential (the column that is shaded) is used as part of the job evaluation process.  The requirements identified as desirable are used for recruitment purposes only.
*Codes: AF = Application Form, I = Interview, CQ = Certificate of Qualification, R = References (should only be used for posts requiring DBS’s), T = Test/Assessment, P = Presentation
	Essential
	Desirable
	How identified 

	1. 
	Qualifications:

	
	NVQ level 4 or equivalent qualification in related work area. Or equivalent experience in a work-related area.
	X
	
	I/CQ

	
	Evidence of continuing professional development.
	
	X
	AF/CQ

	2. 
	Relevant Experience:

	
	Experience of reviewing processes for service delivery, identify and contribute towards improvements.
	X
	
	AF/I

	
	Experience of producing high quality business process maps or customer journey maps.
	X
	
	     AF/I

	
	Experience of engaging with various stakeholders to map business processes.
	
	X
	AF

	
	Experience of working in a team as part of project delivery, often with several projects running concurrently.
	X
	
	AF/I

	
	Experience of supporting projects, with a proven ability to manage allocated tasks, reporting on progress and working to deadlines.
	X
	
	AF/I

	3. 
	Skills (including thinking challenge/mental demands):

	
	Ability to raise concerns in a constructive manner to ensure processes meet objectives.
	X
	
	I

	
	Creating process maps and customer journey flows, based on information gathered from numerous sources, using appropriate systems and software.
	X

	
	AF/I/P/T

	
	Able to manage time and work to meet challenging targets and deadlines.
	X

	
	AF

	
	Excellent IT skills, including MS Office packages.
	X
	
	AF

	
	Ability to identify service failures and opportunities to improve systems and processes.
	X
	
	I

	
	Ability to work on one's own initiative and manage own time to ensure tasks are completed in a timely manner.
	X
	
	AF/I

	4. 
	Knowledge:

	
	A broad knowledge of services provided by the council.
	X
	
	AF/I

	
	Working knowledge of council systems and solutions available to enhance customer experience.
	
	X
	AF

	
	Working knowledge of statutory requirements relating to customer service and access channels.
	X
	
	AF/I

	
	Working knowledge of how customer profiling/segmentation impacts on service delivery.
	X
	
	AF

	5. 
	Interpersonal/Communication Skills:
Verbal Skills

	
	Ability to establish professional, effective working relationships with service area representatives, colleagues, and partners.
	X
	
	AF/I

	
	Good verbal communication skills enabling clear explanation of complex processes.
	X
	
	AF/I

	
	Written Skills

	
	The ability to collate and present information in a clear, accurate and interesting format appropriate to the audience.
	X
	
	AF/P/T

	6.
	Other:
	
	
	

	
	None.
	
	N/A
	

	

	The requirements listed below are not considered during the job evaluation process but are essential requirements for the role that will be assessed during the recruitment process.

	7. 
	Values and Competencies:

	
	[bookmark: _Int_2AJyoqv2]The values and competencies listed below are all essential requirements for working at Hull City Council in any post; however, those that have been ticked as essential have been identified as key for this role and will be measured as part of the selection process.  They are not required to be addressed in your application form.

	
	Values:

	
	People First
	
	
	I

	
	Respect
	
	
	I

	
	Learning
	
	
	I

	
	Ambition
	
	
	I

	
	Partnership
	
	
	I

	
	A copy of the Council’s Values and Behaviours can be accessed via the Council’s website – www.hullcc.gov.uk/jobs

	
	Competencies:

	
	Leading forward 
	
	
	I

	
	Improving services
	
	
	I

	
	Analysis and decision making
	
	
	I

	
	Making things happen
	
	
	I

	
	Communicating with impact 
	
	N/A
	

	
	Collaboration 
	
	N/A
	

	
	Developing self and others
	
	
	I

	
	A copy of the Competency Framework can be accessed via the Council’s website – www.hullcc.gov.uk/jobs

	8. 
	Additional Requirements:

	
	Cross as an essential requirement if the candidate requires a Baseline Personnel Security Check (BPSS).
	
	N/A
	




	9. 
	Disclosure of Criminal Record:

	
	The successful candidate’s appointment will be subject to the Council obtaining a satisfactory BASIC Disclosure from the Disclosure & Barring Service (if ticked as an essential requirement).
	
	N/A
	DBS Disclosure

	
	If the postholder requires a Standard or Enhanced DBS disclosure the candidate is required to declare full details of everything on their criminal record unless the conviction/s and/or cautions are considered “protected” in line with filtering rules for DBS checks.
	
	N/A
	AF (after short listing)

	
	If the postholder requires a ‘Basic Disclosure’ or no disclosure is required, the candidate is required to declare unspent convictions only.
	X
	
	AF (after short listing)
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