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ROLE PROFILE       

       
ROLE PROFILE

	Job Title:  
Resource Scheduler
	Current Job Holder(s):  

	Department:  
Operational Shared Services 
	Date Created/By:  


	DEPARTMENT DESCRIPTION

Operational Shared Services provide a world class support service across numerous departments within MPS providing insights and recommendations to stakeholders. Supporting member contacts through multiple communication channels, primarily by telephone, written and email and make outbound contacts as appropriate to maintain and enhance the service. 



	To focus on analysis of Member and Prospect interaction demand and internal communication performance in order to provide accurate demand forecasts and resource plans that ensure all target service levels are consistently achieved. 




	RESOURCES MANAGEMENT

Management responsibility for:  No line management responsibilities
Reports to:  Operational Shared Services Team Leader
Budgetary/financial framework:  None



	KEY RESPONSIBILITIES

· Accuracy of analysis of performance and associated drivers in a timely manner 

· Accurately forecast call demand and deliver associated resource requirement analysis to Member Operations Management in sufficient time to understand and act upon the data analytics
· Provide recommendations and offer subject matter expertise to line Management with relation to the effective deployment of resources in order to achieve maximum efficiency and performance to agreed service level targets.

· Create and maintain cost effective shift planning
· Multi-site scheduling 
· Understanding of working across multi-site divisions.
· To be the real time point of contact within Member Operations for all adviser issues relating to staff schedules
· Interact and maintain all workforce management and demand scheduling systems and production of MI
· Ensure workforce management MI systems are recording data accurately and appropriately
· Take ownership of the reporting and delivery of the MI suite
· Analyze and make recommendations for improvements against trends and develop links with other areas of the business in order that a full picture of potential demand volumes is established
· Support the provision of forecasting services to areas outside of Member Operations that require resource forecasting and scheduling support
· To ensure that short term volumes and profiles are reviewed and re-forecasted as necessary and that appropriate actions are taken immediately to deal with any performance issues
· & Edinburghntn Recovery Unit


































































































Act as Champion /lead manager for cross departmental focus and necessary activity to work to-wards successful external accreditation where appropriate and nomination/shortlisting for external operational performance awards/ recognition

· To act as a knowledgeable and effective deputy for the immediate line manager as and when required (including agreed and appointed decision making authority).

· To ensure that policies and procedures are adhered to, including compliance to MPS policies, and procedures and legislative requirements 
· Work closely with the wider member Operations Management team, establishing a high standard of relationship management in order that operational areas act upon recommendations made in the interests of effective performance management and delivery of KPI’s to demand
· Will consider the range of possible options before making clear, timely, justifiable recommendations/decisions
· Balances risks, costs and benefits, thinking about the wider impact of recommendations/decisions
· To monitor and review the effectiveness of forecast plans against actual performance, communicating results and bringing to the attention of management any recommendations for improvement.

· Maintains a comprehensive review pack of all key drivers to track trends, documenting the impact of significant events

· Engages with and across all MPS areas of Operations to gain full understanding of their challenges, initiatives and performance results

· To develop and enhance the contact forecasting model to take account of planned and special events/factors that may impact contact demand volumes and resource scheduling.

· Prepare forecasting by week and work operational management to ensure they have full understanding of the prediction

· To create a rolling 13 week forecast using latest agreed drivers and attrition rates to notify staff of shift patterns/variations, propose new shifts and where necessary recruitment needs and induction groups required for onward authorisation
· Ensure HR/Training are aware of induction demands
· To continually develop own skills by attending all required training courses and maintaining an up to date knowledge of products, services, systems and work processes necessary to carry out the role (this may include attendance of external seminars, peer work groups etc.)
· To achieve qualification/accreditation in relevant business skills.
· To take ownership of own continuous performance improvement plan and personal development
· Seeks open exchange of views on difficult issues from peers and reports

· Seeks and utilises feedback proactively

· Taking responsibility and accountability for successfully completing assignments or tasks - self-imposing standards of excellence rather than having standards impose
· Undertaking other duties and tasks that from time to time may be allocated to the jobholder that are appropriate to the grade or role

· Complying with applicable professional ethical guidance and all relevant internal rules, policy and procedures, including those relating to Health and Safety, Data Protection, IT Security and all those contained within the issued Staff Handbook

· Working as part of a team, contributing to achieving team targets




	MAIN JOB REQUIREMENTS AND PERSON SPECIFICATION
Education/Qualifications/Training:

· Educated to GCSE level
Specific Experience:

· High level of numerical ability
· Experience of Telephony Platforms (Mitel)
· Experience of workforce management systems and best practise in building and maintaining forecasting models to include data modelling (Teleopti)
· Good working knowledge of workforce management software and shift planning methodology

· Strong Excel skills 

· Strong communication and influencing skills as liaising with managers around the business

· Strong analytical and statistical skills – able to interpret data and make recommendations

· Ability to problem solve, work using own initiative and think independently

· Able to work to strict deadlines with strong planning and organisational skills

· Good time management

Abilities/Skills/Knowledge:

· Member First Adopter - making Members and their needs a primary focus of their actions; focused on providing a core support service for developing and sustaining productive Member relationships.

· Quality Orientation - accomplishing tasks by considering all areas involved, no matter how small; showing concern for all aspects of the job; accurately checking processes and tasks; 
· Continuous Learning - actively identifying new areas for learning; regularly creating and taking advantage of learning opportunities; using newly gained knowledge and skill on the job and learning through their application. 
· Generates innovative solutions in work situations; trying different and novel ways to deal with work problems and opportunities.




I confirm that this is a true and accurate reflection of this job 
JOBHOLDER  signature:

Print Name: 
Date: 
LINE MANAGER/SUPERVISOR signature:

Print Name: 
Date: 
HEAD OF DEPARTMENT (if different from Line Manager above) signature: 

Print Name; 
Date: 
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