	JOB ROLE PROFILE AND PERSON SPECIFICATION



Post Title and Number: Feedback, Learning and Insight Officer, Post Number:_ 50126109 

Present Grade: PO1                                     Dept: Housing and Regeneration___                                       

Service/Section/Team: Service Development and Improvement______________

Reports to (title): Head of Service Improvement & Performance	__


	Purpose of the Role:



The Feedback, learning and Insight Officer will champion the voice of the customer by capturing all sources of resident feedback across a variety of settings from satisfaction surveys, focus groups, complaints and compliments ensuring that analysis drives actions to support continuous learning and improving.

To have oversight of the Council Housing complaints and Members Enquiries processes to ensure that those responsible for responding to complaints in the services have the tools, training and other support and that the complaints go beyond resolution to ensure analysis of root cause of service failure and actions taken to improve systems and the customer experience to drive up resident satisfaction with Council Housing services.

Work with colleagues across Council Housing, using performance information and other forms of feedback to develop the departments improvements plans, tracking progress and providing support and constructive challenge to ensure they are both stretching and deliverable.

Take responsibility for improving and developing the range of resident information and guidance available via the website and liaising with the Customer Experience team with regards to the implementation and development of the Council’s CRM solution ensuring customers’ diverse needs are understood, communicated and this is utilised in the review and design of services.
Support a culture of learning and coaching, developing effective training and development strategies to grow the workforce required for the future and ensure good professional standards are delivered.

	Dimensions including Structure Chart:



1. Annual budgetary amounts with which the role is either directly or indirectly concerned:

The post holder will contribute to the direct monitoring of the Service Development and Improvement Team however the role places a significant role in supporting the wider department in the delivery of its challenging efficiency targets and this role will be critical in supporting the achievement of this.








2. Structure Chart:



3. Number of direct reports:

No directly responsibilities, however the post holder will be required to undertake matrix management of a wide range of multi-disciplinary in order to manage a variety of improvement projects.

In addition, where required, would be expected to assist with the induction of staff, on the job training of colleagues and students, and the allocation and checking of work

4. Nature of reporting relationship between post holder and line manager 

Direct report

The postholder will act as the deputy to the Service Development and Improvement Manager.

The postholder will be responsible for maintaining effective relationships with individuals and bodies (internal and external). The list below is not exhaustive:

· Community groups
· Residents
· Formal and informal residents’ representative groups. 
· Councillors and Members of Parliament
· Senior officers of the Council
· Officers from various departments: Digital Services, Strategic Property Services, Strategy Department, Regulatory Services, Communications 
· Third Sector Organisations
· Statutory services
· Regulatory bodies
· Commercial organisations
· Service providers
· Faith groups

5. Any other relevant statistics

The service is created against the backdrop of financial pressures brought about by the Covid-19 pandemic, social housing and housing crises and ever-growing needs of residents.


	Key Accountabilities:




	Accountabilities
	Anticipated level of time  
H = High
M = Medium
L = low

	1. To maintain a clear understanding of the objectives, direction and development of the service area to meet changing needs, with particular emphasis on customer relations, continuous service improvement and ensuring that a positive image of the Council is portrayed at all times.
	H

	2. To contribute towards the development of a culture within the service, which is customer focussed, committed to ensuring value for money and to provide a high standard of customer service, health and safety and the Council’s core values.
	H

	3. Work with complaints investigation officers across the department to ensure they have the tools to investigate and respond to complaints in accordance with organisational policy, providing appropriate advice and guidance when required to ensure root cause of service failure are  captured and lessons learnt identified, feedback to service areas and utilised to inform service improvement planning and performance monitoring. 
	H







	4. Oversee escalation of serious and/or complex cases that cannot be resolved at service level, including liaising with the Housing Ombudsman Services and local elected members where required
	M

	5. Work with the Customer Experience Service to support the implementation, embedding and continuous improvement in the use of the Council’s corporate CRM solution ensuring a single view of the customer is understood across Council Housing and this is turned into meaningful intelligence and data which is shared and utilised to inform future strategy, planning and service improvement activity.
	M






	6. Have oversight of the information that is held and maintained on the Council’s website with regards to Council Housing including supporting the development of the self-service options.
	M

	7. To advise and implement periodic customer consultation and satisfaction surveys to analyse and present the results ensuring that services respond accordingly.
	M


	8. Ensure a strong feedback cycle is in place for residents providing information on ‘you said, we did’ to residents and the wider community to demonstrate how the voice of the customer is shaping and improving the current and future service offer
	M

	9. Ensure data and records are maintained in accordance with agreed standards and in keeping with the Data Protection/Freedom of Information regulations including the regular housekeeping of computerised and paper information following document management processes.
10. Design and delivery of training interventions for colleagues and residents that build knowledge, awareness and skills to change including facilitating action learning sets and evaluating impact and outcomes of interventions.
	M




M

	11. Ensure all planned change and improvement initiatives are subject to Equality Impact Assessment, guiding and supporting teams to take action to eliminate discrimination and foster and enhance good community relations.
	M

	12. Attend regular service meetings and, with colleagues, contribute ideas and make recommendations for improvements/changes in existing procedures, policies and processes
	M

	13. Any other duties reasonably requested by management
	L

	14. Carry out all accountabilities in compliance with the Council’s Policies and Procedures
	H



	Key Relationships (Internal and External):



National/regional
Statutory services, regulatory bodies, agents, promoters, external funding bodies and initiatives, Local Authority networks, Registered Providers, Councillors and Members of Parliament, contractors and service providers.

Local: 
Local community organisations and support groups, the general public, community and representatives, schools, faith groups, nurseries, youth groups, commercial organisations, groups and individuals, registered tenants’ association, residents’ representative bodies such as but not limited to Housing Advisory Group, Leaseholder Forum, Customer Voice, tenant management organisations  
  
London Borough of Enfield: 
Strategy Department, Digital Services, Regulatory Services, Communications. To link with officers in Finance, HR, Procurement, Payroll, Payments Team, Legal, Health and Safety, 

	Equality and Diversity:



The Council has a strong commitment to achieving equality in its service to the community and the employment of people and expects all employees to understand, comply with and promote its policies in their own work.

	Health and Safety:



The post holder shall ensure that the duties of the post are undertaken with due regard to the Council’s Health and Safety Policy and to their personal responsibilities under the provisions of the Health and Safety at work Act 1974 and all other relevant subordinate legislation.

For a more detailed definition of these responsibilities, refer to the current versions of the Corporate Health & Safety Policy, Group Safety Policy and employee information leaflet entitled "Health & Safety Policy; Guidance on Staff Health & Safety Responsibilities".

Corporate Health and Safety Responsibilities
All employees have personal responsibilities to take reasonable care for the health and safety of themselves and others.  This means:

1. 	Understanding the hazards in the work they undertake;
2.	Following safety rules and procedures;
3. 	Using work equipment, personal protective equipment, substances, and safety devices correctly; and
4. 	Working in accordance with the training provided and only undertaking tasks where appropriate training has been received. 

Employees shall co-operate with the Council by allowing it to comply with its duties towards them.  This requires employees to:

· take part in safety training and risk assessments and suggest ways of reducing risks; and
· take part in emergency evacuation exercises.

Employees shall report all accidents, ‘near miss’ incidents and work-related ill health conditions to their manager/supervisor/team leader.

Employees shall read the Corporate Health & Safety – Organisation Part B Policy to ascertain and understand their responsibilities as an employee, line manager, Assistant Director or Director of the Council.

	Information Security:



In order to protect the confidentiality, integrity and availability of Council information, including information provided by customers, partner organisations, and other third parties, where applicable, employees will comply with the Council’s Information Security Policy.

	Statement of Commitment to Safeguarding of Children and Vulnerable Adults through safer employment practice:



Enfield Council is committed to safeguarding and promoting the welfare of children and vulnerable adults. Safe recruitment of staff is central to this commitment, and the Council will ensure that its recruitment policies and practices are robust, and that selection procedures prevent unsuitable people from gaining access to children, young people and vulnerable adults.  All staff employed to work with or on behalf of children and young people in the Council must be competent.

All staff working with Children & Vulnerable Adults should be aware of and share the commitment to safeguarding and promoting the welfare of children, young people and vulnerable adults when applying for posts at Enfield Council. 
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	PERSON SPECIFICATION



Job Title: 	Feedback, Learning and Insight Officer				Grade: PO1

Department: 	Housing and Regeneration / Council Housing			Team: Service Development and Improvement

	
	HOW TESTED
Application – A
Test – T
Interview – I 

	Job Specifics – Skills, Experience, Knowledge & Abilities

Essential:

1. As a regular and intrinsic part of this role requires you to speak to members of the public in English, the ability to converse at ease with customers and provide advice in accurate spoken English is essential and consistent with the requirements of this role. This role also requires you to be polite and courteous when conversing with the public.
2. Experience of effective complaint handling including investigating and responding to complex complaints, showing empathy and understanding and taking steps to ensure a culture of continuous learning and improvement
3. An understanding of the political, regulatory and legal environment in which Council Housing operates with experience of bringing this to life for residents and staff through effective briefings and training
4. Experience of developing online customer content and using CRM to understand and better respond to current and future customer needs
5. Experience of successful project and change management
6. Understanding of the principles of co-design and experience of working collaboratively with customers, internal and external stakeholders to design and deliver successful service improvements

Desirable:
1. Experience of facilitating workshops and training delivery
2. Experience of data collection, analysis and recommending actions for improvement 

	


A/I/T













I/T

	
Behaviours

Appropriate behaviours are key to the delivery of our vision for Enfield. 

We want staff who will work collaboratively, flexibly and constructively, and exhibit this ethos in all their dealings with residents, colleagues and partners. Our leaders will be exemplars of the following behaviours and encourage them in staff at all levels;  

Take Responsibility 
We want staff who are willing to make decisions and be accountable for them. Staff should have a positive can-do attitude where they see problems as challenges which can be overcome. They should accept responsibility for service delivery, be clear about their service offer and deliver what they promise.

Open, Honest and Respectful
We want staff who are comfortable and confident to acknowledge the difficulties and the barriers they face. They should also be able to constructively challenge the way things are done where there is evidence that it impedes service delivery. Challenge should be conducted in a professional, courteous manner with the aim of reaching a mutually agreeable resolution.

Listen and Learn 
We want staff who are prepared to actively listen and reflect on customer concerns with a view to understanding the customer’s point of view. Staff should be able to receive constructive criticism and be prepared to adapt the way they operate and deliver services where appropriate.

Work Together to find solutions
We want staff who can work collaboratively with other departments and partners, freely sharing their knowledge and skills to identify solutions to address customer concerns. 

Candidates: Please ensure you address these behaviours in your responses to the essential (and desirable if applicable) criteria above.

	A/I

	
Competencies:

Candidates: Please ensure you address these competencies in your responses to the essential (and desirable if applicable) criteria above.

1. Customer focus
2. Deliver service performance
3. Focus on continuous improvement
4. Political awareness and context

	

A/I

	Qualifications & Professional registration criteria

Candidates: Please ensure you address these qualifications in your responses to the essential (and desirable if applicable) criteria, you will be expected to meet these requirements of the role and they will be explored with you at interview.

1. Degree or equivalent by experience in a housing / improvement related discipline
2. Project Management qualification (desirable)

	
I


	Special requirements

Candidates: Please note you will be expected to meet these requirements of the role and they will be explored with you at interview.

1. Ability to attend evening and weekend meetings

	
I
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