ROLE PROFILE		[image: ]

	Role Title:
	Operations Team Leader – MI Analysis & Insights
	Responsible to:
	Operations Effectiveness Lead

	Division:
	Operations
	Department:
	Business Services & Governance

	Direct reports:
	3 (MI & Insights Analyst – Implement 2)
	Scope:
	Global Operations

	
	
	Scale:
	3 people
0 budget

	
	
	Regulated Function:
	No


	Evaluation Level:
	Implement 1
	Role Family:
	Digital, Data & Change



	Role Purpose

	The Business Services & Governance function delivers efficient, effective and member centric services across the globe, ensuring we inform, support, and protect the Operations division in their delivery of member facing services. 

The purpose of this role is to enable the effective and efficient operation of the Operations division through the provision of high-quality operational data and insights that drive decision making and provide opportunities for continuous improvement and efficiency. 

The role holder will lead their team and drive engagement through great communication, effective EDI practices and with a focus on development to deliver a great place to work for our colleagues.  The role is accountable for the team achieving performance against all agreed service levels, regulatory standards, and creating operational efficiency, while fostering a culture of continuous improvement and member-centric service excellence.



	Accountabilities (RACI) 
	Examples measures of Success/KPI’s


	Leadership
· Lead the team to support the delivery of the department and divisional strategy and key priorities. 
· Own and lead the performance of the team to achieve agreed service standards, KPI’s, service levels, and quality measures to ensure we deliver an effective Business Services & Governance service.
· Ensure accurate and timely reporting of performance across Operations and provide in depth analysis of specific data to help identify causes for results and changes in trends.  
· Drive a culture of continuous improvement, using data and insight to drive better operational outcomes
· Act as a trusted partner to senior operational leaders, providing insight, challenge, and support on performance and improvement opportunities.
· Demonstrate established leadership routines and ensure processes and workflows that are fit for purpose

	· Delivery against SLAs and KPIs.
· Delivery of corporate strategic priorities vs plan.
· Stakeholder feedback.
· Delivery of objectives
· Quality insight and reporting


	Financial
· Support the design and delivery of performance modelling across Operations including forecasting and analysis of the key drivers to optimise productivity, service KPIs and quality standards.
· Identify efficiency opportunities through management information and operational data analysis.
	· Delivery of operational efficiencies
· Performance against relevant financial targets and objectives


	Member
· Work with the centralised Data & Analytics team to define and produce operational metrics and insight which provides visibility of performance against agreed metrics across Operations.
· Use operational data, reporting, and feedback to identify trends and opportunities to improve the member experience. 
· Champion a member-centric approach across all service interactions
· Drive a continuous improvement mindset which reduces inefficiency and adds Member value

	· Identification and delivery of changes that deliver improved member value
· Stakeholder feedback
· Quality assurance scores and audit outcomes


	People
· Lead, coach, and develop a high-performing team whilst cultivating a great place to work for colleagues.
· Lead by example, fostering a culture of accountability, inclusion, and continuous improvement
· Drive engagement through clear communication, recognition, and development opportunities
· Support operational leaders through insight into performance data, trends, and capability gaps
· Foster collaboration and knowledge-sharing across operations and support teams 
· Promote a more inclusive environment, which aligns with our commitment to celebrate and promote diversity.
· Ensure regular one-to-one conversations lead to clear goals, updated development plans, and ongoing career and succession planning.

	· Achievement of Learning and CPD delivery objectives and associated stakeholder feedback
· Colleague surveys
· People metrics such as attrition & absence
· Technical and non-technical training completion and competency levels
· Performance review outcomes and development plan completion
· Robust PDPs and objectives in place for self and team
· Stakeholder feedback




	Risk
· Oversee monitoring and reporting accuracy and ensure timely MI/ performance reports and insights for governance bodies such as ExCo, Reserving, Exec ALCO, ORCC, ARC, Council
· Create an environment where colleagues recognise the importance and value in risk identification and management
· Ensure robust governance, controls, and assurance for management information, reporting, and high-profile operational issues.
· Ensure team compliance and adherence with any internal/external governance standards, policies, processes and procedures
· Identify and mitigate operational risks, logging and escalating issues where appropriate

	· Risk & Control Self- Assessments 
· Audit Action completion
· Risk register updates and mitigation actions closed




	Responsibilities (RACI)

	· Offer meaningful decision points and insight to MPS forums to ensure that the business operates within risk appetite, and decision makers are fully informed and equipped.
· Keep abreast of evolving legislation and best practice; identify and recommend opportunities for MPS to become more efficient and effective.
· Keep the business appraised of competitor activities through comparison reporting e.g. vs MDOs / NHSR.
· Lead individual projects and change or delivery activities as required.
· Role model MPS values and behaviours.
· Manage the impact of change initiatives, leading implementation projects, communicating and championing change to the department, and ensuring effective transitions to new ways of working
· Undertake other duties and tasks that from time to time may be allocated that are appropriate to the level or role.




	Key Governance Responsibilities 

	· None currently



	Leadership Behaviours
	Level

	Fresh Thinking
	Leading Others
	Building Capability in Self and Others
	Leading Others
	Influencing Others
	Leading Others
	Collaborating for Results
	Leading Others
	Leading Self and Others
	Leading Others
	Commercial and Risk Thinking 
	Leading Others


	
	Knowledge and Qualifications
	Skills
	Experience

	Essential
	· Educated to degree level or equivalent experience
· Understanding of industry best practise re: MI & Analytics
· Detailed knowledge of analytical techniques and methods
· Significant application of a range of insight and analysis techniques to drive business improvement
· Knowledge of Data Governance principles
· Knowledge of governance and compliance arrangements
· Understanding of current and emerging operations delivery models in the UK and internationally.
· Understanding of corporate landscapes and how to enhance performance

	· Strong leadership and people management skills that results in high performing teams.
· Excellent communication and stakeholder engagement skills, with the ability to vary methods and engage and influence colleagues at all levels, in an impactful way 
· Ability to drive continuous improvement activity beyond own team
· Able to analyse performance data and turn this into meaningful insight which drives decision making and/or action
	· Experience and strong track record of developing high performing teams by developing, motivating and effectively performance managing team members.
· In-depth experience in distilling and driving insight through a business to deliver perceived value to stakeholders.
· Experience of working with and analysing financial and non-financial data
· Experience of using data to recommend improvements or improve performance
· Experience of implementing continuous improvement activity whilst engaging colleagues 
· Familiarity with 1st, 2nd and 3rd line audit processes



	Desirable
	· Professional certifications in Data Analytics 
· Deep understanding and knowledge of end to end service/claims/cases processes, systems and regulatory frameworks

	
	· Experience of Medical Defence or Insurance industry
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