Role Title: Senior Customer Care Analyst	Job Family: Quality Assurance	Business Unit: Customer & Marketing	Grade: C	Date: Oct-22

	Role
	Need to Do
	Need To Know
	Need to Be

	Role purpose :

The purpose of the Quality Assurance Analyst is to analyse and report on both regulatory adherence and member experience being delivered by roles across all channels.

Identification of key issues from monitoring and data management, leading to further investigation for root-cause and insight reporting, including the flagging of key risks such as potential fraud.

Financial:
Responsibility to flag potential fraud and non-compliance issues at the earliest opportunity. 

Non-financial:
Working hours will be shifts that cover opening hours 8am-6pm Monday-Friday, Weekends 9am-5pm, including bank holidays.

Reports to: 
Root Cause Manager

Relationships:
Relevant stakeholders within the business include but are not limited to: member facing colleagues, people managers, compliance and risk colleagues, insurance, and corporate managers.

External stakeholders include contractors, insurance, and corporate partners.
	Exceptional Member Outcomes:

· Objective and integrity driven insight through accurate data management and reporting.
· Detailed investigation of areas warranting further attention and insightful reporting through root cause analysis that highlights potential or realised risk to the business.
· Be a subject matter expert on the regulatory environment we work in, highlighting potential areas for improvement or risk to our members and the business.
· Always demonstrate role model behaviour and maintain an RAC values-based culture.

Performance:

· Utilise and drive improvements in management information to monitor performance.
· Work with the Training & Quality Manager to highlight areas of focus through gap analysis.
· Maintain excellent RAC and competitor knowledge, and commercial awareness.
· Communicate confidently and professionally with all colleagues, delivering exceptional service.
· Achievement of individual performance objectives, contributing to departmental goals.
· Adherence to scheduled shifts and agreed working patterns.
· Produce agreed insight reports that convey key issues via appropriate metrics.
· Working closely with the Root Cause Manager, provide insight and recommendations on improvements.
· Ensuring products are sold in a compliant manner using agreed parameters.
· Ensuring errors by individuals are highlighted using the feedback processes.

Compliance and Continuous Improvement:

· Identifying and sharing any compliance risks with the Quality Assurance management team.
· Ensuring continuous improvement by highlighting development for individuals and the team.
· Identifying and sharing any compliance risks or poor member experiences.
· Ensure all compliance and finance reporting is maintained and delivered on time.
· Personal completion of annual Essential Learning and Continuous Professional Development.
· Demonstration of knowledge of front-line processes, highlighting areas of improvement.
· Become a subject matter expert, offering advice and guidance to improve the member experience.

Additional Activities:

· Completion of bespoke work and or projects where greater detailed analysis is required.  
· Undertake additional activities as required, including but not limited to supporting colleagues completing their core role, stepping in to support other members of the leadership team and or supporting other departments and when doing so deliver against the metrics and processes for that area.
· Deliver a return on investment more than triple the cost of role through the identification and implementation of efficiencies, reductions in complaint volumes, improvements in the member experience and other savings identified.
	Skills, Knowledge & Experience

· Experience of working in a regulated analytical environment.
· Excellent and demonstrable analytical ability with a high level of attention to detail.
· Good level of commercial awareness.
· Ability to communicate effectively with all levels of stakeholders.
· Advanced analytical skills including but not limited to Excel, SQL and Microsoft Power platforms.
· Highly literate with an excellent eye for quality across multiple disciplines.

Qualifications:

· Previous experience in an analytical role.
· Educated to A level standard.

	Competencies:

· Customer Focus: 2
· Commercial Awareness: 2
· Achievement Drive: 2
· Judgement & Decision Making: 3
· Continuous Improvement: 3
· Team Working: 2

Exhibit behaviours consistent with RAC core values:

· Handle it Together
· Exceptional Service
· Raise The Bar
· Own It



