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Job title : Workforce Planner
Location : Solihull/Remote

	
Business: Secure Trust Bank Group
Reporting to: Operational Strategy Optimisation Manager
Business area: Operations
Location: Solihull/Remote


	





	Job purpose
	A critical role in supporting the growth of Secure Trust Bank through workforce management and delivery of core business benefits through the Alvaria Telephony platform. Essential for the development and subsequent delivery of resource & workforce management tools across the various operational teams within the bank to maximize levels of service we can deliver to customers across the different contact channels. To support the Dialler & Omni-Channel platform, supporting the design and implementation of all customer contact campaigns. Associated technology, such as Work Force Management and Speech Analytics are also within remit.  
This is a role that requires significant planning skills and ability to make judgmental decisions on requests to ensure that various call center targets can be achieved.
The scope of the role covers the Vehicle Finance and Savings Operations and includes: 
· Leading a team of up to 5FTE including the following roles:  Real Time Analysts, Dialler Manager, Resource Analysist [etc] 
· Dialler Management
· Support the implementation of operational contact strategies to maximise contact opportunities within the Collections department. 
· Interaction across the different operational teams including Collections, Vehicle Finance and Savings to understand requirements and adapt the resource and planning accordingly.
· Understand planned funding activity to ensure resource is optimised to deliver service level standards.
· Manage and implement operational work force management planning across all customer facing operations departments, including real time analysis and adherence
· Release Management / Workflow Management
· Contingency Planning / Business Continuity
· Channel Platform Expertise (Dialler, IVR, Speech, Email, SMS, Chat, Gamification, MI, Automation)
· Market & Technology Trends Growth and Awareness
· Colleague and Customer Experience Understanding
· Scenario Planning and Ability to Test, Learn and Optimise with Insight Driven Analysis
· Stakeholder Engagement and Relationship Management
· Risk Management of Systems Access / Regulatory Framework and Understanding
· Produce Management Information (MI) and analysis to support business operations
· Understand impacts of funding volatility to be able to plan accordingly to preserve customer service standards, working with operational stakeholders.


	Job Description

	Key responsibilities
· Create and maintain resource planning and forecasting models with focus on volume demand, productivity, service levels and contact centre performance.
· Lead all staff forecasting activities across the bank providing detailed knowledge of propensity to contact, customer drivers, seasonality, and customer contact analysis.
· Manage and implement operational work force management planning across all customer facing operations departments.
· Responsible for FTE models by skill set across all contact centre functions and ensure that they meet agreed budgets.
· Track recruitment and attrition and give resourcing advice to the operational management team to ensure we have capacity to meet agreed service levels and performance measures.
· Lead, manage, support and mentor junior members of the dialler team through coaching, performance management, training and cross-skilling resource.
· Oversee the day to day running of the operation in terms of call and Omni customer interactions across the following operational functions:   Collections, Vehicle Finance Customer Service and Savings Teams, ensuring SLA’s remain within the banks risk appetite levels.
· Assess all changes to understand impact on grade of service and Service Levels. Produce actions plans to mitigate any risks.
· Identify and mitigate risks, ensuring compliance with regulation and IT standards.
· System Integration: Understand and support the STB operational functions to ensure seamless integration of the power dialler and omni-channel communication systems with existing banking platforms and customer relationship management (CRM) systems. 
· Drive innovation by staying up to date with emerging technologies, industry trends, and best practices in the banking sector.


Key Interfaces
· Operations Managers
· Operations Director
· OMNI channel Delivery Specialist
· Marketing 
· Group wide Operational support teams
· IT Support Team
· Alvaria Technical and Relationship Management Teams

	
Person Specification

	Knowledge / Experience
· Experience working in a contact centre or financial services environment.
· Advanced knowledge and experience in managing a dialler within a Collections Operation.
· Experience of working on a Work Force Management resource solution across multiple teams / business areas / products. 
· Demonstrable experience in statistics, forecasting and management information methods and techniques. 
· Significant experience of building capacity/forecasting models and plans and undertaking complex analysis to create management information. 
· Advanced Microsoft Office skills (excel, PowerPoint, PowerBI, PowerQuery, DAX, Data Modelling and SQL) 
· Actively focused on risk management and compliance with relevant / OFCOM regulations

Skills

· Strong statistical analysis of data to identify trends and inform strategic approach
· Strong organisational and time management skills
· Ability to train and support others on new systems and processes
· Accuracy and attention to detail
· Ability to demonstrate strategic thinking.
· Actively focused on risk management and compliance with relevant / OFCOM regulations
· Enthusiastic and self-motivated
· Excellent interpersonal skills with the ability to form and maintain strong relationships internally and externally and engage with stakeholders.
· Highly developed analytical and problem-solving skills.
· Excellent attention to detail skills. 
· Commercial and financial awareness, with a full understanding of the impact of failure with regards to business costs and performance with the ability to provide input & recommendations to the budgeting process and future demand planning cycle.
· Highly developed numeracy, statistical and reporting skills with the ability to analyse, interpret and manage information, data, and trends. 
· Results orientated and organised with the ability to plan and deliver against deadlines. 


Core Competencies 
· Communication & Confidence
· Business & Commercial Focus
· Drive for Performance
· Attention to detail
· Planning & Reviewing
· Change Focus
· Analytically focussed
· Judgement & Problem Solving
· Impact and Influencing
· Team work
· Leading Others
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