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 Contact Operations Analyst
Service area: Access Islington
Grade: SC6
Reports to: Data and Reporting Manager
Your team: CCC
Number of supervisees: 0
Our mission 
We are determined to create a more equal Islington, where everyone who lives here has an equal chance to thrive. 
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. 
Key responsibilities 
The Contact Operations Analyst is responsible for real-time performance management within the contact centre, ensuring service delivery meets customer demand effectively. The role monitors live operational metrics across contact channels, manages agent adherence to schedules, and proactively adjusts staffing resources to maintain service levels.
They produce critical performance and workforce reports, identify operational risks, and provide timely insights to managers and team leaders, supporting intraday operational decision-making. The role is focused on operational performance while providing support to wider reporting and insight activities where required.
Acting as a central coordination point, they support operational decision-making, escalate service issues, and help optimise workforce efficiency, customer experience, and overall service performance.
1. Forecast vs actual tracking: Compare real-time performance against forecasts, identifying variances and highlighting emerging risks to service levels.
1. Queue performance monitoring: Monitor contact queue-level performance across channels, identifying pressure points and prioritising resource allocation accordingly.
1. Incident / service issue coordination: Act as a central point of coordination during service disruption, supporting rapid response and escalation to maintain continuity.
1. Intraday reforecasting: Provide intraday updates to demand and capacity expectations based on live performance trends.
1. Workforce optimisation support: Support effective use of workforce management tools to optimise scheduling, shrinkage planning, and resource allocation.
1. Data quality & system integrity: Maintain accuracy of operational data and system inputs (e.g. agent states, schedules, coding), ensuring reliable performance reporting.
1. Performance insight for team leaders: Provide clear, concise performance updates to team leaders, highlighting required actions to improve service delivery.
1. Trend identification (to support service delivery): Identify recurring operational patterns and issues, feeding insights into service improvements and workforce planning.
1. Support continuous improvement activity:  Contribute operational insights to continuous improvement initiatives aimed at enhancing service efficiency and customer experience.
1. Cross-team coordination: Work closely with operations managers, team leaders, and support teams to align staffing decisions with service priorities.
1. SLA / KPI tracking discipline: Maintain accurate tracking of service level performance against KPIs and highlight risks to delivery in a timely manner.
1. Communication during peak periods: Provide regular updates during peak demand periods to support real-time decision-making and service stability.

Compliance
Ensure legal, regulatory and policy compliance under GDPR, Health and Safety and in area of your specialism identifying opportunities and risks and escalating where appropriate.
Budget Responsibilities
None
Work style 
Hybrid – 2 days per week in the office

Person specification
You should demonstrate on your application form how you meet the criteria. Please ensure you address all the criteria as this will be used to assess your suitability for the post.  
Essential criteria
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	Essential /Desirable criteria
	Criteria description
	Assessed by

	E1
	Strong ability to analyse data quickly and make fast decisions under pressure using contact centre technology such as 8x8 and Calabrio
	Application/Interview

	E2
	Experience of working in a busy call centre environment with multiple services
	Application/Interview

	E3	Comment by Mark Edridge: Should we not make this Essential? It is currently a temporary role (funding dependent) I think we need someone to hit the ground running?
	Proven experience in a call centre, specifically in workforce management or real-time roles.
	Application/Interview



Experience
	Essential criteria
	Criteria description
	Assessed by

	E4
	Strong understanding of service levels 
	Application/Interview

	E5
	Ability to identify and report gaps and issues
	Application/Interview

	E6
	Good excel skills, word, powerpoint
	Application/Interview 

	E7
	 Familiarity with systems – such as 8x8 and Calabrio
	Application/Interview



Skills
	Essential criteria
	Criteria description
	Assessed by

	E8
	Personable with excellent communication skills 
	Application/Interview

	E9
	Ability to communicate with team members and management
	Application/Interview

	E10
	Calm under pressure
	Application/Interview

	E11
	Ability to meet deadlines
	Application/Interview



Our accreditations
Our accreditations include: the Healthy Workplace award; Timewise; London Living Wage Employer; Disability Confident Committed; The Mayor’s Good Work Standard; Stonewall Diversity Champion; and Time to Change.
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