Job Description
	For HR use only
	Vacancy Ref: 4403


	Service
	Environment Housing and Leisure

	Service Area and Team
	Housing Property and Construction Services
Customer Experience: Service Improvement

	Post Title
	Service Improvement Officer

	Grade
	8

	Reports to 
	Housing Policy and Development Manager 

	Responsible for (employees or equivalent)
	N/A

	Job Purpose 

	To lead and support the development of management projects across Housing Property and Construction and the wider Housing management service.   

The postholder will be required to define, develop, and implement projects and programmes to ensure continuous service improvement and delivery of service efficiencies.
To support the senior management team and service managers in the ongoing improvement of the services.

To work in partnership with colleagues, customers, and partners to develop scope and implement necessary change.



	Job Content

	To manage projects of varying complexity, individual service reviews and change activities to ensure continuous service improvement and efficiencies.
To work collaboratively with service managers to challenge operational processes and re-engineer services.

To carry out detailed options appraisals of services, identifying problems and providing solutions for implementing good practice whilst ensuring value for money.

To undertake in-depth research and analysis, collating, analyse and interpret data and intelligence to inform service improvement plans.
To develop effective relationships with a range of service stakeholders, consulting with service users and partners to ensure services reflect the needs of their customers. 

To deliver review programmes to agreed standards and timescales.

To provide advice and guidance on change management and service improvement.

To pro-actively encourage a positive approach to quality assurance, continuous service improvement and best value approaches to service delivery.

To explore business opportunities to enhance day to day operations, contributing to the creation of a vision for longer term service provision.

To develop, agree and put into action, plans that provide a clear sense of direction in line with strategic and operational policies, procedures, and strategies, taking into account changes at a local and national level.

To interpret new Government, regulatory and corporate guidelines and legislation into new service practice. 

To effectively liaise with all colleagues across the service to ensure excellent communication on internal and external enquiries. 

To ensure compliance with all regulations, guidelines and procedures appropriate to the level of responsibility for the post.
Act in accordance with the Council’s Health and Safety Policy and maintain personal development, training, and awareness appropriate to the level of responsibility for the post.

Identify and communicate any areas that could improve and promote service delivery in a timely and pro-active manner.



	Climate Change Values and Behaviours  

	· Employee - We strive to reduce the carbon footprint of our services by using less energy in our buildings, travelling less in our vehicles and increasing our recycling




	Special Requirements of Post

	Working Conditions e.g. working outdoors 
	The post holder will usually be based in an office environment.

	Working Arrangements e.g. evenings, weekends, shifts
	The post holder will work traditional office hours Monday to Friday.  Flexi time is available.  There will be a requirement to attend internal and external meetings, outside of normal working hours as needed.



	Physical Requirements e.g. driving, lifting, working in constrained positions
	N/A

	DBS and Safeguarding Checks required 
	N/A

	Responsibility for Safeguarding or extent of contact with children, young people and/or adults at risk of harm.
	There will be minimal contact with children, young people and/or adults at risk of harm.

	Politically Restricted?
	No



Person Specification

	Job Criteria

	Factor
	Essential
	Desirable
	Assessment method

	Knowledge
	Strong skills and knowledge in project management and service improvement

Competent I.T. skills to enable effective communication and leadership

Demonstrable knowledge of:

· Local government environment and the political framework within which it operates

· Specific knowledge of housing in the context of repairs, investment, and housing management functions
· Management techniques and approaches for effective change management

· Health and Safety

Knowledge and understanding of service reviews, best value, performance management, research, and engagement activities.
Commitment to equality and diversity policies

Commitment to GDPR


	Experience of working in a repairs and investment service

Experience of working in a housing environment


	Application form
Interview 

	Qualifications and Training including Professional Registrations required
	Qualification relevant to the position / suitable equivalent experience 

Evidence of a commitment continuous personal development


	Relevant degree qualification

Customer Service N.V.Q. (level 3) or ICS award

PRINCE 2 or equivalent certification

	Certificates

Application form  

Interview


	Skills & Experience
	Experience of working in a service improvement or project review or implementation environment.
Experience of detailed data collation, analysis, and reporting on complex information and systems.

Experience of inter-agency working for strategic planning or development of services.

Experience of developing and implementing strategies, plans and/or policies of the highest quality 

Experience of liaising with stakeholders to deliver objectives and positive outcomes for customers.

Experience of successfully initiating, implementing, developing, managing, monitoring, and evaluating projects.

Experience of working with Senior Officers and Members.

Ability to identify and transfer best practice from other organisations.

Experience and ability of working to deadlines and managing multiple priorities.

A creative and strategic thinker.
Ability to think strategically and analytically. 

Ability to meet the demands of the highest level of independent working, self-direct and prioritise your own workload.

High personal standards of integrity and probity.
Ability to work flexibly across different sites.
Commitment to involving customers in service design and delivery .

	Experience of complex project and/or programme management

Experience of working in a housing or construction related organisation


	Application form 

Interview

	Special requirements
	
	

	Factor
	Essential
	Assessment method

	Occupational requirements under the Equality Act 2010 e.g. age, sex, religion


	N/A
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Please note if you intend to use your own vehicle (or non-council vehicle) for business mileage you must hold the relevant driver’s licence, MOT and insurance documentation.










