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Position Description: Workforce Management Lead	SA Water
	[bookmark: _GoBack]Position Number(s)
	006133
	Manager’s Role Title
	Manager CCC Operations

	Business Group
	Customer Delivery	Manager Once Removed
	Senior Manager Customer Care Centre

	Level of Work
	V SA Water Hierarchy Level 
	Direct Report’s Role Title(s)
	Not applicable



[bookmark: _Toc148940614][bookmark: _Toc216665672]Purpose (Unique value add)
Support the Customer Care Centre to provide high quality service by ensuring high quality scheduling, rostering, reporting and modelling of current and future forecasts, ensuring the most effective use of its workforce against key performance metrics.

Objectives
The objectives (maximum 6) of this role are to:
Produce high quality workforce data and information to support workforce planning, monitoring and maintenance of service levels of 85/30 as a minimum.
Provision of timely, accurate and relevant reporting to support business processes with a view to review, prioritise, streamline and automate existing operational reporting ensuring the reports that are produced provide high value with minimal manual effort.
Effective strategic and tactical forecasting to ensure accurate scheduling of resources to meet seasonal workload demand.
Manage rosters and data in real time to ensure efficiencies are maintained in real time.
Monitor workforce management, operational and ACD systems and proactively identify opportunities and assist in the implementation of system enhancements.

[bookmark: _Ref453084157]Shared Organisational Goals
As a member of the Customer Delivery Group you are collectively accountable for delivering our goals and objectives.
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Key Accountabilities
Select relevant objectives from section 1.3 of this PD: Our Strategy 2016-2024 (also available on the AquaNet) and add them to the table as key accountabilities.
The key accountabilities (minimum 4 and maximum 6 including the mandatory ones), of this role are:

	Key Accountabilities
	Output/Measures

	Mandatory accountability:
Contribute effectively to the team ensuring efforts are aligned toward achieving team goals
	Implement the direction set by your people leader.
Complete specific tasks allocated.
Collaborate effectively to ensure team goals are achieved by providing input into decision making and problem solving.
Actively contribute to creating a culture of service excellence.

	Mandatory accountability:
Put safety above all else
	Be aware of and apply roles and responsibilities in accordance with WHS Roles and Responsibilities Procedure.
Take responsibility for the safety and wellbeing of yourself and others including your own fitness for work (e.g. under the influence of drugs, alcohol and/or fatigue).

	Resource planning
	Balance the needs of the CCC by providing efficient, effective rostering and scheduling for improved delivery of service level at real time, daily, weekly, monthly and annual levels.
Produce documented analysis and reporting on performance for decision making.
Responsible for day to day performance of CCC schedules and resource planning.
Provide accurate analysis and forecasting – strategically (12-24 months) and tactically (12-16 weeks).
Monitor workforce management system and enhance reporting capabilities to deliver analysis on adherence/compliance to schedules.
Regular monitor call flow trends to identify existing roster inefficiencies and produce “what if” scenarios identifying roster enhancement opportunities for overall operational excellence.
Maintain data within CCC systems, in particular, Enghouse Interactive Communications Centre (ACD), Verint (Scheduling) and Maximo (Works Management System).

	Improving the business
	Identify trends and patterns in adherence and report behavioural trends to CCC Business Support team to ensure compliance to adherence and assist with identifying training and development opportunities to improve customer service delivery.
Build and maintain networks of internal and external contacts to ensure SA Water remains at the forefront of best practise resource planning.
Capture complex data from information technology systems to deliver scorecard reporting to improve productivity.
Review, prioritise, streamline, automate and produce existing operational reporting to ensuring the reports that are produced provide high value.
Establish an operational reporting portal that is used as a single reference point for all regular CCC data.
Work with the management team to Identify, amend and revise processes facilitating a culture of continuous improvement with a technical focus.

	Customer service
	Support customer services charter to deliver customer experience.
Effectively produce well planned rosters aimed at improving the level of service provided when engaging with our customers.
Provide quality reporting. 
Analysis and reporting of CCC performance on a daily, weekly, monthly and annual basis.
Chair a weekly internal workforce management meeting covering off previous, current and future performance indicators and providing expert recommendations to maximise key KPIs.





Lead Behaviours
Uphold SA Water’s Values:
Put safety above all else
Act in the best interests of customer and the community
Seek and apply better ways
Respect our people
Be trustworthy

	LEAD Behaviours
	Behavioural Description

	L ead our Future
	Leads Change and Improvement
	Brings people along to embrace sustainable change to deliver desired change outcomes. Identifies and takes ownership of opportunities presented through ambiguous situations, generating creative ideas/solutions. Carries out systematic analysis to identify the root cause of problems and makes informed judgments. Challenges the status quo to simplify, rationalise or develop products, processes or services to meet the needs of our internal/external customers.

	E mpower our People
	Communicates with Influence
	Two-way - Communicates openly and confidently. Motivates and influences others in a way that results in acceptance and agreement. Shapes conversations to ensure focus and understanding, debates at the table, not afterwards. Is a supportive listener.

	A dd Value for our Customers
	Customer Service Excellence
	Make it easy for our customer/community by proactively anticipating internal and external needs - collaborating to build valued and trusted relationships through the delivery of high quality service.

	
	Collaborates for Success
	Coordinates efforts/resources within and across teams to deliver Outcomes for Success.  Recognises the importance of teamwork to achieve outcomes; brings in ideas, information, suggestions and expertise from others outside the immediate team.  Builds strong team relationships within and across teams to positively impact business performance.

	D eliver on the Promise
	Empowers Self
	Acts with integrity. Pursues self-awareness; understands own strengths and limitations and is focused on self-development. Shows energy and resilience. Maintains commitment and a positive outlook in the face of setbacks and obstacles. Is authentic, approachable open and honest.

	
	Achieves Results
	Achievement focused. Takes personal accountability for achieving individual and shared outcomes. Sets robust plans well in advance and initiates action to move work forward. Adjusts actions to respond and capitalise on changing circumstances. Manages time effectively, monitoring performance against deadlines and milestones.



Knowledge, Skills and Experience

	Foundation knowledge, skills, experience and qualifications
	Essential or Desirable

	Relevant industry experience
	Essential

	Industry technology related system software applications
	Essential

	Experience in workforce management systems and telephone call routing systems
	Essential

	Experience in developing and managing the implementation of new systems and processes
	Essential

	Microsoft Office suite (2010 – 2016) skills across Word (Advanced), Excel (Advanced – Inc Power Pivot) and Power Point (Intermediate)
	Essential

	High level written and verbal communication skills and an ability to collate and present meaningful reports
	Essential

	Analytical skills, ability to research and resolve complex issues that support business objectives
	Essential

	Contact Centre workforce management process knowledge (best practice)
	Essential

	Experience working in contact centres and support teams
	Essential

	Experience using the Verint (Impact 360 / Blue Pumpkin) Workforce Management Suite
	Highly Desirable

	Competent in creation and management of operational reporting using SQL and SSRS
	Desirable

	Competent in VB and VBA for reporting automation (other relevant languages will be looked upon favourably)
	Desirable

	Experience using the Microsoft BI Platform to create meaningful views to analyse data
	Desirable



Key Stakeholder Relationships
Manager Customer Service Centre
Team Leaders 
Customer Liaison Officers

Special Conditions
Flexible hours and some after hours as required, some intra and interstate travel.
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Objectives

How we will achieve our goals.

Great Customer Experience
1.1 Improve the customer service we provide by using better systems,
processes and technology
1.2 Develop pricing strategies and billing practices that meet customer
expectations
1.3 Ensure that SA Water is valued and well understood by our
customers and the community

Safe, Clean Water

2.1 Ensure continued public health compliance

2.2 Deliver targeted improvements in water aesthetics including a focus
on regional water quality

2.3 Positively influence our customers’ understanding and perceptions of
drinking water quality

Reliable Services
3.1 Ensure we deliver reliable, fit for purpose solutions through leveraging
the right technology and skills
3.2 Optimise asset life and reliability
3.3 Prevent service interruptions and optimise response times
3.4 Improve the resilience of our water supply
3.5 Secure a reliable energy supply

South Australian Growth
5.1 Assist in building the prosperity of South Australia by proactively
identifying growth opportunities
5.2 Improve the liveability of South Australia in partnership with our
customers and stakeholders
5.3 Leverage the intellectual property of the South Australian water sector
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Our Values, Our People, Our Success
8.1 Improve wellbeing and embed safety in the workforce
8.2 Improve staff engagement and empower our employees
8.3 Develop constructive and collaborative leaders who consistently role
model our values and behaviours
8.4 Build a high performing culture of service excellence to ensure
customer and stakeholder satisfaction
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