ROLE PROFILE		[image: ]
	Role title:
	Learning & Development Adviser  
	Responsible to:
	Operational Efficiency Lead 

	Division:
	Business Development and Education
	Department:
	Direct Sales and Service

	Direct Reports and Level:
	None



	Scope:
	UK, Ireland and International

	
	
	Scale:
	No income/budget 

	
	
	Regulated Function(s) Held:
	No

	Evaluation Level
	Core 1
	Role Family
	Group Corporate Functions



	
Overall Role Purpose

	The Direct Sales and Service division provides excellent contact centre services for members which is trusted, valued and provides fair treatment and outcomes. The purpose of this role is to deliver the end to end journey of the training cycle for Direct Sales and Service. 



	
Accountabilities (RACI)
	
Measures of Success/KPI’s



	Operational
· Identify training needs within the contact centre and proactively escalate these to line manager, to improve adviser capability in achieving agreed strategic and corporate objectives
· Design and develop training material, to deliver effective and exceptional learning, in line with the MPS Group Learning Standards and improving capability to deliver agreed objectives
· Deliver training to new and existing advisers, improving knowledge and capability to achieve agreed strategic and corporate objectives 
· Provide regular SWOT analysis when delivering training and development, keeping stake holders engaged throughout and ensuring effective learning is delivered
· Complete evaluation of all training to measure and improve speed to competency, improving efficiency and cost

	· Corporate & Strategic objectives vs Plan 
· MPS engagement index Vs plan
· MPS leadership index Vs plan
· Council feedback

	Member
· Identify training and development needs and proactively escalate these to line manager, to improve the service offered to Members, improving the Member journey and increasing satisfaction scores, by providing the necessary skills training to improve Member conversations within the contact centre 

	· Member satisfaction score vs plan

	Finance 
· Complete evaluation of all training to measure and improve speed to competency, improving efficiency and cost
· Complete analysis of training delivered to identify the impact on operational performance and understanding the return on investment. 

	· Cost of sales Vs plan
· Operational budget Vs Plan
· Return on education Vs plan

	People
· Ensure all activity across the training cycle is accommodates different learning styles, delivering flexible and adaptive training to ensure effective learning can be embedded by the end user
· Take accountability for own training, competence, performance and engagement of self and colleagues ensuring clarity on own accountabilities and comply with all governance, policy standards and processes.

	· Engagement Index Vs MPS
· Leadership Index Vs MPS
· Strong Talent and Succession Plans
People Metrics – attrition, absence 

	Risk
· Identify and drive the implementation of learning standards into training and development, preventing the risk of compliance and regulatory breaches across the end to end journey of the training cycle
· Maintain and review learning materials so they are kept up to date and accurate, to ensure the correct learning is delivered and such learning is compliant. 

	· Risk & Control Self- Assessments
· Completion of Audit Actions
· Training Compliance 



	
Responsibilities (RACI)

	· Liaise with Subject Matter Experts (SME’s) and stakeholders to ensure accurate product and system knowledge is captured when creating and designing training material 
· Support the delivery of all training and development actions within the department’s strategy plan 
· Support the delivery and embedment of Learning Standards across Direct Sales and Service 
· Build relationships with the Direct Sales and Service leadership team and other stakeholders to help deliver joint objectives in relation to developing colleagues
· Regularly review training materials to ensure they are maintained and kept up to date
· Help identify and develop potential SME’s to support with delivering training 



	
Key Governance Responsibilities

	N/A



	
Leadership Framework Competencies
	
Level


	Fresh Thinking
	[bookmark: Dropdown1]

	Building Capability in Self and Others
	

	Influencing Others
	

	Collaborating for Results
	

	Leading Self and Others
	

	Commercial and Risk Thinking 
	




	
	Knowledge and Qualifications
	Skills
	Experience

	Essential
	· Knowledge of Learning Technologies
· Learning and Development methodology
· Understanding of the different learning styles

	· Design, delivery and facilitation learning and development workshop
· Good stakeholder management
· High-energy work ethic, ability to engage, drive change and deliver results.
· Strong attention detail
· Strong presentation skills with the ability to deliver on a range of topics to a wide range of audiences 

	· Experienced in using various technologies to build learning content
· Designing leaning resources
· Previous experience delivering training within a contact centre environment

	Desirable
	· Knowledge of LMS\LXP systems
· CIPD Level 3 certificate in L&D practice
· Knowledge of the end to end training cycle 

	
	· Use of e-learning authoring tools






image1.jpg
MPS ©




