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	Post Title
	Project and Service Improvement Officer

	JE Reference 
	W1356
	Grade 
	G
	SCP Range
	34 - 36


Reporting line:




Job Purpose:


The post holder will support the Corporate Support and Improvement Manager to drive forward service improvement, projects, and transformation within the Neighbourhood service. The focus will be ensuring our processes and systems work efficiently for our residents, we are modernising and digitalising our services. 
To provide high quality advice and support throughout the department, helping teams on issues such as applying different service improvement methods, service delivery options, change and process improvement, driving and implementing projects that will facilitate their drive for continuous improvement and increased effectiveness. 
To champion service improvement throughout the service, embedding change in the organisation, upskilling staff, and promoting the perspective of the customer.
Relationships:

Accountable to: 
 Corporate Support and Improvement Manager
Accountable for: 
 N/A
General Contacts:  Council officers at all levels, elected members, colleagues from a wide range of partner and external organisations, and members of the public.
Key duties and responsibilities:
1. Agreeing current and future programme of projects for Neighbourhood service, with an agreed project pipeline for the service for a 3–5-year plan which will require prioritisation and agreement by management team to inform the focus for this role.
2. Support Neighbourhood Service Leads and managers in the development, delivery, and implementation of projects, providing project support in scoping projects, agreeing plans, cost models, procurement and resources required.

3. Providing project documentation and monitoring project progress, with clear, concise, and timely update reports – support managers with development of business cases.

4. Ensure projects/transformation scheme meet deadlines, outcomes and agreed timeframes, whilst identifying risks, tracking benefits and project outcomes.

5. Undertake research and analysis of new service improvements, best practice, transformation, and projects which will help to benefit and modernise the Neighbourhood service. 
6. Providing procurement support related to projects to the management team.

7. Working closely with Neighbourhood Support and Improvement Manager to provide updates and necessary performance management information to inform service improvement work/programme.
8. Managing the specific service improvement initiatives for Neighbourhood services to achieve the transformation necessary to manage demand and deliver its improvement programme.
9. Conducting system wide improvement reviews and developing effective business cases for change.
10. Communicating and promoting project and service improvement successes.

11. Lead on the development of key communication tools including the newsletters, press releases, promotional materials, and other associated communication methods to ensure maximum engagement from members, staff, and residents.
12. Facilitate and lead service improvement reviews in collaboration with managers, teams and colleagues throughout the Neighbourhood service.
13. Develop positive working relationships internally with other departments, and externally with partner organisations to ensure continuous improvement and joined up services. 
14. Lead on activities such as data discovery, demand analysis, process mapping and improvement, root cause analysis, with a range of services and teams. 
15. Develop and implement corporate frameworks, materials and approaches to support the council’s improvement and transformation programmes. 
16. Proactively provide good quality advice to officers and service managers, supporting and challenging them to enable their effective engagement with the council’s improvement and transformation programmes. 
17. Manage improvement and transformational projects, ensuring they are delivered within time and budget and ensuring that tangible benefits are identified and realised. 
18. Provide key stakeholders with monitoring reports and information, including analysis and advice. 
19. Maintain an up-to-date awareness of the relevant legislative and regulatory changes which affect the work of the council. 

General/Corporate Responsibilities:

1. To undertake such duties as may be commensurate with the seniority of the post

2. To ensure that the Council’s corporate Health & Safety policy is followed and training is undertaken in all pertinent health and safety procedures

3. To partake in the Council’s and Directorate’s staff training and development policies as well as the Council’s system of performance appraisal
4. To treat all information gathered for the Council and Directorate, either electronically or manually, in a confidential manner

5. All employees are required to demonstrate a commitment when carrying out their duties which promotes and values diversity and the equality of opportunity in relation to employees and service users which is in line with the Council’s Equality & Diversity Policy.

6. To be responsible for identifying and managing all risks associated with the job role through effective application of internal controls and risk assessments to support the achievement of Corporate and Service objectives

7. To ensure the highest standards of customer care are met at all times

8. To ensure the principles of Value for Money in service delivery is fundamental in all aspects of involvement with internal and external customers

9. To ensure that the highest standards of data quality are achieved and maintained for the collection, management and use of data.

10. To positively promote the welfare of children, young people, and vulnerable adults and ensure that it is recognised that Safeguarding is everyone's responsibility; and to engage in appropriate training and development opportunities which enhance an individual’s knowledge and skill in responding to children, young people and vulnerable adults who may be in need of safeguarding.
Last Updated: May 2025




Author: Jamie Windross
	POST TITLE
	GRADE

	Project and Service Improvement Officer
	G


	NOTE TO APPLICANTS

Whilst all points on the specification are important, those listed in the essential column are the key requirements.  You should pay particular attention to those points and provide evidence of meeting them. Failure to do so may mean that you will not be invited for interview.


	CRITERIA
	NECESSARY REQUIREMENTS
	* M.O.A.

	
	Essential
	Desirable
	

	EXPERIENCE
	· Experience of hands-on management of projects or programmes focused on service improvement.
· Experience of reviewing services and advising on options to improve performance and effectiveness 
· Experience of advising, writing, and presenting strategic reports on complex issues to senior managers and Members

· Experience of designing and delivering training and of facilitating group sessions and workshops 
· Experience of business analysis tools and techniques, including requirements gathering, analysis and documentation 
· Experience of process mapping, process reengineering and process improvement

· Experience of leading temporary change, project, or improvement teams, and embedding change
· Expert knowledge of at least one recognised service improvement method and the ability to apply them in practice
	· Experience of working with projects/service improvements in front-line and Neighbourhood teams
	A, I, R

	SKILLS AND ABILITIES
	· Ability to adapt approaches to improvement effectively, depending on the type of service being reviewed
· Ability to identify problems and their root causes and develop innovative solutions to them.
· Ability to take a holistic approach to service improvement taking into consideration people, organisation, processes, information and technology. 
· Knowledge of the range of front-line services delivered by local government and understanding of the current issues that impact on delivery of these services 
· Good understanding of and ability to use a range of tools and techniques to review services and improve performance and effectiveness
· Understanding of project and programme methodologies and the ability to apply these to multidisciplinary projects 
· Ability to champion the council’s improvement and change agenda with officers, Members, and partners
· Strong leadership skills, with the ability to challenge, persuade and influence
· Ability to understand financial statements and analyse budgets and accounts 
· Advanced Microsoft Office skills 
· Ability to develop and maintain positive working relationships with colleagues, teams, Members, external partner organisations, and other stakeholders.
· Ability to challenge effectively and help others to see how a service is really performing from the perspective of the customer.
· Excellent communication skills, both orally and in writing
· Excellent numeracy skills  
	
	A, I, R, C

	EDUCATION/ QUALIFICATIONS/ KNOWLEDGE
	· Educated to degree level or equivalent experience

· Experience of using at least one recognised service improvement and/or project management tools within a complex organisation, for example (but not exclusively) Lean, Systems Thinking, Service Design, Six Sigma, Prince2 etc.
	· Change management qualification
	A, I, C

	OTHER REQUIREMENTS
	· Flexible approach to work by responding to the needs of the services including, at times, requirements to work beyond normal working hours

· Commitment to own continuous personal and professional development

· Strong team player, committed to an ethos of continuous improvement
	· Evidence of own continuous personal and professional development


	A, I, R, C 

	COMMITMENT TO EQUAL OPPORTUNITIES
	· Commitment to equal opportunities and the ability to recognise the needs of different service users
	· Evidence of having completed training in equality and diversity awareness
	A,I 

	COMMITMENT TO SERVICE DELIVERY/ CUSTOMER CARE
	· Commitment to provide a customer-focussed service 

· 
	· Evidence of surpassing customer expectations or service targets / goals
	A,I 


METHOD OF ASSESSMENT: (*M.O.A.)

A = APPLICATION FORM   C = CERTIFICATE   E = EXERCISE   I = INTERVIEW   P = PRESENTATION   T = TEST   AC = ASSESSMENT CENTRE

R = REFERENCE
Job Description & Person Specification
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