

[bookmark: Job_title]Job description
Customer Insight Officer
Grade:	 P01
· Reports to:	Programme Manager (Strategic Programmes)
· Direct reports: None
· Your team:	  Strategic Change and Transformation
· Service area: Digital Services
· Directorate:	Resources

	Special requirements of the post

	Workstyle: Roaming (Medium presence, two days a week)
· Colleagues whose activities are a mix of remotely and periodic onsite work and/or meetings with third parties and businesses, going on site visits, and occasional resident engagement




	Special requirements of the post (delete as applicable)

	This post requires a DBS check at the appropriate level (Basic)

	This post is subject to the council’s declaration of interest procedure

	This post is designated as politically restricted


[bookmark: Our_mission]Our mission
Islington is a place rich with diversity and culture. As a council our sense of purpose couldn’t be clearer: we serve. It’s in the logo. We are committed to challenging inequality in the borough and as one of the largest employers we know that to look after the place and the planet, we have to look after our people. Together we can change the future.
To do this, everyone who works at Islington Council lives by a set of values which guide us in everything that we do: collaborative, ambitious, resourceful, and empowering. They spell out ‘CARE’, which is what we think public service is all about.
[bookmark: Overview_of_the_role]Overview of the role
[bookmark: Key_responsibilities]The Customer Insight Officer provides vital leadership within the Resident Experience Programme’s, driving transparency and accountability of understanding and analysis into how residents interact with Islington’s services and where improvements can be made. 
The role specialises in deriving and promulgating a deep understanding of the resident experience, assessing where there are gaps in enabling a seamless, consistent, and integrated journey for customers across multiple platforms and channels —digital, physical, and human. The role unifies data collection and analytical standards relating to user journeys across channels, providing clarity across often siloed platforms. 
The post holder will bridge the gap between community experience and access to online, digital, telephony and in person services, requiring skills in research, engagement, data analysis, and strategic leadership to improve outcomes This role will support the ability to bring together data analysis, customer insight, and journey mapping to deliver more seamless, efficient, and resident ￼centred services.
Key responsibilities:
· Collects, interprets, and acts on website/app/portal, telephony, in person, digital data to improve user experience, conversion rates, and return on investment 
· Support root cause analysis of issues such as failure demand and high contact volumes, aligning to Resident Experience programme priorities (e.g., understanding where customers “drop off” when they call in, and what happens next).
· Retrieve, cleanse, and analyse operational data such as telephony volumes, digital channel usage, bookings, complaints and customer feedback, to identify trends, patterns and emerging issues affecting customer and/or resident experience
· Assist in collecting data for business cases and measuring impact.
· Provide the programme team and service stakeholders with insight that informs solutions to reduce unnecessary calls, appointments, or follow-ups, including visual summaries, and root cause analysis
· Working closely with the Resident Experience Programme Manage, Assistant Director for Customer Experience and the Contact Centre Optimisation Manager, as well as digital delivery teams and service stakeholders, to identify pain points and drivers for demand
· Engage with frontline teams to understand common resident issues and the “real world” experience of using council services.
· Support user acceptance testing, feedback loops, and insight‑gathering activities.
· Translate complex data into clear, actionable insights and produce reports and presentations for programme level meetings, including data and insight meetings, service design workshops, and stakeholder sessions.
· Any additional duties consistent with the grade and level of responsibility of this position, for which the holder possesses the required experience and/or training.
Budget responsibilities
n/a
[bookmark: Compliance]Compliance
Ensure adherence to legal, regulatory, and policy requirements under GDPR, Health and Safety, Employee Code of Conduct and in your area of expertise by identifying opportunities and risks, and escalating issues as necessary.

[bookmark: Person_specification]Person specification
Your application form needs to demonstrate how you fulfil the role's requirements. It is essential to address the criteria, as this will be used to evaluate your suitability for the position.
[bookmark: Essential_and_desirable_criteria]Essential and desirable criteria
Essential: the basic requirements that must be met for someone to be considered for a particular job. These criteria are mandatory and cannot be negotiated. Essential criteria directly impact the core qualifications or skills necessary to perform the job effectively.
Desirable: the additional qualities, skills, or qualifications that would be advantageous for a candidate to possess but are not mandatory. Not meeting them does not automatically disqualify someone from consideration for the job. This also allows candidates who do not possess certain desirable criteria the opportunity to explain how their other knowledge, experience and skills relate to these and what they may be in the process of doing or willing to do to achieve these.
[bookmark: Knowledge,_experience,_and_skills_(No_mo]Knowledge 
	Point
	Criteria description
	Essential/desirable

	1
	Understanding of service design, customer insight methods, or journey‑mapping techniques to identify pain points, drop‑off points, and moments of friction for residents.

	Essential

	2
	Service knowledge of resident‑facing services.
	Essential



Experience
	Point
	Criteria description
	Essential/desirable

	3
	Experience conducting analysis from different sources to understand drivers of avoidable contact and the impact of improvements.

	Essential

	4
	Experience working on multiple workstreams and meeting deadlines in a fast-paced environment.
	Essential

	5
	Experience supporting service redesign or improvement initiatives using evidence-based insight.
	Essential

	6
	Experience working in local government, public sector, or a large-scale transformation programme.
	Desirable






Skills 

	Point
	Criteria description
	           Essential/desirable

	7
	Strong analytical and problem-solving skills with attention to detail. 
	Essential

	8
	Ability to interpret complex datasets and communicate findings clearly to non-technical audiences.

	Essential

	9
	Ability to organise own workload efficiently, flexibly and with minimal supervision
	Essential

	10
	Proficiency in data analysis and reporting tools (e.g., Power BI, Excel, SQL).
	Essential

	11
	Critical thinking and ability to challenge constructively using evidence
	Essential




[image: A group of logos with text  AI-generated content may be incorrect. ]
Our accreditations include Disability Confident Leader, The Mayor’s Good Work Standard, London Living Wage Employer, Stonewall Diversity Champion, and Employer with Heart.
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