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Job Description and Employee Specification 

Change & Continuous Improvement Analyst
Chief Executive’s


	Service: 

	Chief Executive’s 

	Division:
	Strategy & Engagement 


	Job Title:
	Change & Continuous Improvement Analyst 


	Responsible to:
	Data Intelligence Analyst, Customer Service Hub

	Grade:
	NLC09


	Conditions of Service:
	SJC


	Job Evaluation Reference:

	A8795

	Date of last review:
	October 2026


	Job Outline
You will be working as part of a joint team with colleagues from the Customer Services Hub to help develop solutions, adjust processes and adapt as staff transition into the Hub and thereafter continually review and improve service delivery. You will support the Team Leader Customer Operations to assist in the implementation of Continuous Improvement capability to enhance operational and cultural ways of working. 


	Main Duties and Responsibilities


Specific Tasks:

1. Standardise methods and processes, consequently improving daily operations of the Customer Services Hub.

2. To identify and deliver service improvements across the organisation through applying six sigma, lean and value stream mapping process improvement methodologies and analytics.

3. Define and document existing business processes to help support their continual improvement.

4. Manage issues, review risk and escalate issues where required.

5. Lead on and contribute to continuous improvement initiatives to deliver objectives set out in the Digital NL business case.

6. Contribute to, plan and prioritise delivery of work stream to pre-set outcomes, budgets and deadlines.

7. Research and analyse service requirements, engaging with relevant stakeholders and developing transition plans for services moving into the Hub.

8. Ensure governance and best practice is applied to the assessment of changes.

9. Investigate operational problems and processes, assess options and propose solutions.
10. Facilitate workshops to gain buy in across the organisation for business improvement.

11. Complete post implementation reviews to ensure successful delivery has been achieved.

12. Monitor performance, quality standards and KPIs, business processes, change initiatives and methodologies to ensure change is supported.

13. Proficient in the use of Microsoft Office, including project, Visio, Word, Excel and Powerpoint.

14. Liaising with the Team Leaders to ensure continuous improvement activities are embedded within policies and practice.

This job outline is intended to indicate the broad range of responsibilities and requirements of the post. It is neither exhaustive nor exclusive but, while some variation can be expected in particular duties, the outline is considered to provide a reasonable general description of the post.




	SPECIFICATION
	ESSENTIAL
	DESIRABLE
	METHOD OF ASSESSMENT

	QUALIFICATIONS/TRAINING
	
	
	

	· SVQ3, H.N.C or equivalent in a relevant subject.

	X
	
	Verification/Application Form/Interview

	· Business, Finance, Quality or Project Management Qualification
	
	X
	

	
	
	
	

	WORK EXPERIENCE
	
	
	

	· Moderate experience in a business, finance or Customer Services environment 
· Experience in Change Management
· Project Management experience
	X



X

X
	
	Application Form/Interview

	· Experience in using modelling tools (VISIO)
	X
	
	

	· Experience of developing audit and review systems  
	
	X
	

	· Experience of driving channel shift and influencing customers 
· Experience of facilitating workshops/training.
· Experience of managing and reviewing performance to achieve agreed objectives.
· Experience of leading and coordinating on service review activity across stakeholder groupings.
· Experience of performance management frameworks.
· Experience of working with Contractors, Regulatory Bodies and partner agencies
· Experience of financial analysis and interpretation.
· Experience of developing public services.
· Experience of continuous improvement concepts such as 6 sigma, lean, value stream mapping
	X



X

X


X









X



	












X

X




X


X


	

	
	
	
	

	KNOWLEDGE/SKILL/ABILITY
	
	
	

	· Good verbal and written communication skills
	X
	
	Application Form/Interview

	· Decisive decision maker
	X
	
	

	· Problem Solver
· Strategic thinker
	X
X
	
	

	· Ability to influence and persuade
	X
	
	

	· Strong analytical skills 
· Ability to work to deadlines

	X
X
	
	

	PERSONAL QUALITIES/ATTRIBUTES
	
	
	

	· Self-motivated
· Excellent attention to detail and accuracy
	X
X

	
	Application Form/Interview

	· Articulate
	X
	
	

	
	
	
	

	OTHER
	
	
	

	· Ability to travel throughout North Lanarkshire (to support hub model)
	X
	
	Application Form/Interview
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