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JOB DESCRIPTION
Job Title: 
Customer Service Data Analyst 
Salary:


 circa £18,000 p.a. 
Responsible to: 
Project Manager of  ‘asert’
Main Purpose of the Job 

To assist in the development of effective, streamlined and efficient ways of accurately collecting tenant, resident and customer feedback which can then be analysed and utilised to influence service delivery and ensure continuous service improvement. They will also assist in championing a way of working and reporting which enables customer insight and feedback to be:

· Analysed thoroughly in a timely manner

· Easily translated into action

· Measured accurately against targets

· Reported concisely and
· Continually improved 

The postholder will provide support to the asert team and could either be based in Runcorn or work remotely,  
Key Duties and Responsibilities 
To assist in the training and development of staff.

To collate, sort and evaluate statistical data 

To record and produce information accurately and in a timely manner.

To produce concise reports in required formats and to time.

To support an efficient and effective customer satisfaction survey process to aid continuous service improvements.

To work proactively in the design and development of new and innovative ideas, solutions and actions needed to ensure full implementation.

To work with the asert team to assist service providers in identifying potential efficiencies in relation to service delivery.

To act as a community role model and ambassador for ‘asert’ and it’s ethos ensuring that tenants needs are met and their voices heard.

To assist in promoting the involvement opportunities available to tenants, residents and customers receiving services and actively encourage tenants to suggest new services or solutions to issues. 

General

To participate in the organisations training programmes and other activities.

To adhere to and ensure staff adhere to the organisations policies and procedures with particular reference to the following: 

· Customer Care

· Health and Safety

· Lone Working

· Safeguarding and Vulnerable Persons
· HR Policies

· Finance

To ensure all work processes and quality standards are adhered to and consistently applied.

To attend meetings regarded as essential in the performance of the role.

To be flexible in terms of occasional weekend, evening work or overnight stays if required
To engage in activities commensurate to the role and salary.

PERSON SPECIFICATION
Customer Service Data Analyst
Knowledge

A good understanding of key issues affecting people in the social housing sector

Detailed knowledge of IT systems with particular emphasis on formulae based excel software
Experience

Experience of analytical work

Experience of presenting data to create compelling business cases for change

Skills / Abilities /Competencies
Able to turn statistics into meaningful customer driven ‘cases for change and development’

Tenant focused with good customer care skills and passionate about service excellence.

Good verbal and written skills

Excellent I.T. skills – Excel/Word /e-mail

Self motivated with good organisational skills 

Innovative with a passion for continuous improvement

Ability to analyse, identify issues and develop solutions

Ability to effectively engage and liaise with all sectors 
Ability to work as part of a team either within an office environment or remotely and with the wider national team of ‘asert’ 
Dynamic in your thinking, with a ‘can do’ attitude

Committed to the vision of ‘asert’ and service excellence
Committed, trustworthy and reliable with a good sense of humour

Possess a committed, supportive and flexible attitude
Possess patience, tact and approachability

Work Related Circumstances

Adaptable to change including potential for various working environments e.g. office base, outreach, community venues, home base.
Willingness to undertake training

Flexible approach to working hours (may include evening work/weekends/work from home)
The postholder will require a satisfactory Enhanced CRB check

