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ROLE PROFILE       

       
ROLE PROFILE

	Job Title:  
Real Time Forecasting Analyst
	Current Job Holder(s):  

	Department:  Policy & Practice
	Date Created/By James Caves 13/08/2015


	DEPARTMENT DESCRIPTION

Member Operations provide a world class service to member contacts through multiple communication channels, primarily by telephone, written and email and make outbound contacts as appropriate to maintain and enhance the service.



	JOB PURPOSE
To focus on analysis of member and prospect interaction demand and internal communication performance in order to provide accurate demand forecasts and resource plans, including real time adjustments to routing models that ensure all target service levels are consistently achieved.



	RESOURCES MANAGEMENT

Management responsibility for:  N/A
Reports to:  Policy and Practice Manager
Budgetary/financial framework:  N/A



	KEY RESPONSIBILITIES

· 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.

· Maintain cost effective shift planning in response to real time deviation from forecast
· 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
· Analyse 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 as a shared service which 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 UnitAct as Champion 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 Resource Schedulers as and when required (including agreed and appointed decision making authority).




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

· Educated to GCSE Level 

Specific Experience:

Required
Understanding of Contact Centre functionality and methods of operation
Experience in Call/Email interaction handling

Desired
Past experience in Resource Scheduling activities

Awareness of ACD functionality and operating processes

Earlangs Calculations

Web Chat Management
  Abilities/Skills/Knowledge:

High level of numerical ability
Strong excel skills

Ability to analyse incident impacts and problem solve in real time

Strong communication and influencing skills

Strong planning, organisational skills and time management


	JOB EVALUATION FACTORS – (relevant information required for JE but not covered above.   Once formally used for JE this information may be stored separately from the main text of the JD) 
Example factors:
1. EXPERTISE – What expertise is required for the type of work carried out by this role? What is the key purpose of the role and how does it differ from roles above and below?
Advanced Excel (level 2)
Substantial experience of contact centre working
Some working experience of Resource Planning
Technician in Resource Planning methodology and practice – perceived as SME
2. COMPLEXITY – How complex and ambiguous are the problems that are encountered by this role and the type of decisions that are made at this level?
Variation in regular routine maintenance and complex ad hoc occurrences. Where required, individual will be required and expected to make operational decisions in real time without management authority, in order to react to developing situations and defend service delivery performance to members.
3. IMPACT – What is the overall impact of this role on the organisation and the scope for driving the organisation forward? What is the influence of the role on the internal organisation and its employees/associates?
Role plays a significant part in the delivery of departmental performance to targets and best use of available resource to manage workload variations across the working day.

Role directly influences employee engagement, member satisfaction and business productivity/cost efficiency.

Role requires self management and confidence in instantaneous decision making contributing directly to delivery of some organisational objectives.
4. INFLUENCE – What types of relationships are required in this role? What type of communication, influencing and persuading skills are required for this role?
Interacts at peer group, management and Executive level and with Shared Service Stakeholders
5. RESOURCES – What resources are they responsible for managing? People, technology, finance and third party relationship management.
Responsible for the management of peoples behaviours and their adherence to resourcing schedules via the use of Contact Centre routing and performance technology. Accuracy in role performance influences business costs and perception of service delivery by third parties (our members)




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: 
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