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ROLE PROFILE       

A       
ROLE PROFILE

	Job Title: 
Reporting Analyst
	Current Job Holder(s):  

	Department: 
Member Operations
	Date Created/By:  


	DEPARTMENT DESCRIPTION

Member Operations provide a world class service to member contacts through multiple communication channels, primarily by telephone, written and email and make outbound contacts as appropriate to maintain and enhance the service. 



	JOB PURPOSE
Responsible for reporting and providing operational insight using analytics methods and other data mining techniques. To work closely with internal teams to generate on-going and new reports where appropriate.



	RESOURCES MANAGEMENT

Management responsibility for:  None
Reports to:  Policy and Practice Manager



	KEY RESPONSIBILITIES

· Maintaining processes for measurement, tracking, reporting and analysing traffic and associated user experience for all service delivery channels across Member Operations

· Recognising and extracting critical indicators from large and complex data sets and being able to interpret and express those indicators in a business context

· Implement relevant KPI/SLA reporting capability that adopts a balanced score card reporting approach across Member Operations

· Ensure KPI/SLA reports are consistent and accurate upon their delivery

· Ensure reports are delivered on time and to schedule

· Understanding internal customer information needs, business objectives and implementing appropriate data analysis strategies to meet their needs

· Work with IT Operations / Strategic Change to establish MI reporting requirements and system/application sources to accurately record and deliver the required data

· Producing useful insight and valuable information from various raw data sources

· Using a variety of statistical techniques and software to provide the most effective operational insights
· To providing suitable updates to internal customers on the status of on-going work requests
· Develops and maintains high levels of technical MPS operating knowledge and build staff knowledge of such.

· Understand the departmental objectives and performance to these and the relevance and impact of the team’s overall performance in achievement of those Objectives 

· Ensure individual and team performance measures are in place, relevant , up to date, reported and analysed

· Ensure agreed daily, weekly, monthly YTD operational performance is measured and reported across the operation for departmental awareness 

· Ensure agreed Operational MI is reported to senior line management

· As a result of MI and performance analytics – plan and implement performance maintenance/improvement initiatives for department, reporting line managers  and self and make recommendations for operational actions as a result of the analytics to line managers

· Be aware of Market best practice and competitor developments

· To continually develop own skills by attending all required training courses and maintaining an up to date knowledge of products, services, systems and work processes necessary to carry out the role (this may include attendance of external seminars, peer work groups etc.)
· To achieve qualification/accreditation in relevant business skills.

· To take ownership of own continuous performance improvement plan and personal development

· Seeks open exchange of views on difficult issues from peers and reports

· Seeks and utilises feedback proactively

· Taking responsibility and accountability for successfully completing assignments or tasks - self-imposing standards of excellence rather than having standards imposed
· Undertaking other duties and tasks that from time to time may be allocated to the jobholder that are appropriate to the grade or role

· Complying with applicable professional ethical guidance and all relevant internal rules, policy and procedures, including those relating to Health and Safety, Data Protection, IT Security and all those contained within the issued Staff Handbook

· Working as part of a team, contributing to achieving team targets




	MAIN JOB REQUIREMENTS AND PERSON SPECIFICATION
Education/Qualifications/Training:
· A minimum of 4 GCSEs or equivalent (Grade A-C) including English language and mathematics

Specific Experience Required:

· Previous experience in maintaining processes for measurement, tracking, reporting and analysing traffic 

· Extracting critical indicators from large and complex data sets and being able to interpret and express those indicators in a business context

· Working knowledge of implementing relevant KPI/SLA reporting capability that adopts a balanced score card reporting approach

Skills, Knowledge and Experience:
· Strong problem-solving and analytical skills

· Good communication & presentation skills

· Member First Adopter - making Members and their needs a primary focus of their actions; developing and sustaining productive Member relationships.

· Quality Orientation - accomplishing tasks by considering all areas involved, no matter how small; showing concern for all aspects of the job; accurately checking processes and tasks; 
· Continuous Learning - actively identifying new areas for learning; regularly creating and taking advantage of learning opportunities; using newly gained knowledge and skill on the job and learning through their application. 
· Generates innovative solutions in work situations; trying different and novel ways to deal with work problems and opportunities.




I confirm that this is a true and accurate reflection of this job 
JOBHOLDER  signature:

Print Name: 
Date: 
LINE MANAGER/SUPERVISOR signature:

Print Name: 
Date: 
HEAD OF DEPARTMENT (if different from Line Manager above) signature: 

Print Name; 
Date: 
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