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Post Title:	Head of Customer Insight
Grade:	SLMG 3

Job Purpose

To develop strategy and vision within the service, placing ‘Citizens at the Heart’ of all we do through a deep understanding of customer insight, lived experience and feedback. To actively and effectively promote the Council’s vision, values, aims, objectives and priorities to partners, national and local stakeholders, employees and Nottingham’s citizens.

A key success measure in this role will be to provide service leadership and translate insight into clear goals and objectives that deliver outcomes that make a positive difference to people’s lives. This includes ensuring that the voice of the citizen directly informs service design, delivery and continuous improvement, supporting the practical alignment of policy decisions of executive councillors and ensuring there is clear alignment in all plans.

To work collaboratively under the direction of the Director of Customer Service with the Customer Service Leadership Team, Councillors, colleagues and partners to embed a culture of listening, co-production and continuous improvement, and to support the creation of the right conditions for high performing, customer-centred services.

To be accountable for delivering on our promises and to take a lead role in robust decision making through the promotion of good governance, ensuring that customer insight, complaints and casework intelligence are systematically used to inform options appraisals, balance financial risk and shape organisational priorities.

Service Leadership Expectations

Leading People 

1. Translate a clear vision and purpose by inspiring and motivating others and ensure citizens’ voices and lived experiences are at the heart of everything we do.

2. Role model visible leadership through living and breathing our values and balancing performance, resilience and wellbeing.  

3. Develop workforce plans to ensure services have the capability and capacity to deliver high quality insight, engagement and complaint resolution.

4. Empower others to make appropriate decisions, particularly in resolving customer issues effectively at the first point of contact.

5. Builds and supports high performing teams and services through effective support, challenge and feedback, embedding a culture of listening and learning.


Change and Innovation

1. Lead and drive a shift towards insight-led, citizen-centred service design within a politically sensitive and financially constrained environment.
2. Explore innovative approaches to capturing and using customer insight, including co-production, citizen panels and engagement mechanisms.

3. Use robust project and programme management approaches to translate insight into tangible service improvements.

4. Design and deliver resilient services that respond at pace to emerging customer needs, trends and feedback.

5. Lead a culture of continuous improvement where customer feedback, complaints and casework drive learning and service redesign.

Collaboration

1. Work collaboratively across the Council to ensure a joined-up approach to understanding and responding to customer needs.

2. Lead a culture of collaboration by breaking down silos between customer contact, insight, complaints and frontline services.

3. Build strong relationships with internal services, partners and communities to enable effective co-production and engagement.

4. Ensure customer insight is shared and used consistently across services to inform decision making and resource alignment.

Equality, Diversity and Inclusion 

1. Actively promote equality, diversity and inclusion through all actions and ensure all voices are heard, particularly those who are under-represented.

2. Design and deliver fully inclusive services, demonstrating awareness of the diverse needs of Nottingham’s communities.

3. Ensure insight and feedback mechanisms are accessible and representative of the city’s population.

4. Support colleagues to understand and respond to inequality through the effective use of insight and data.

5. Promote a culture where all customer voices are respected, valued and acted upon. 


Specific Duties  

1. To provide strategic and service leadership within the Customer Insight function. Specifically ensuring high levels of performance in capturing, analysing and acting on customer insight, complaints and casework to drive service improvement across the Council and with partners.

Responsible for the following functions: 
· Customer Insight and Analytics 
· Citizen Engagement and Co-production (including citizen panels and structured engagement mechanisms) 
· Corporate Complaints (statutory lead and LGO link officer, policy and oversight) 
· Casework management (including Housing, HYS, Social Care and corporate casework functions) 
· Customer feedback frameworks and performance reporting


1. To be a key member of the Transformation Leadership Team, establishing effective relationships across services, throughout the Council and with partners to maximise the impact of insight through both direct delivery and matrix working.

2. To act as the Council’s statutory and strategic lead for complaints, ensuring robust governance, compliance and oversight, and that learning from complaints is systematically embedded into service improvement.

3. To ensure that customer insight, complaints and casework intelligence are translated into actionable recommendations, influencing service design, policy development and operational delivery.

4. To lead the development of a corporate approach to co-production and citizen engagement, ensuring services are designed and improved with citizens, not for them.

5. To lead innovation in how the Council listens to and understands its citizens, including the development of panels, engagement platforms and feedback loops.

6. To ensure the council’s equality, diversity and inclusion strategy and associated action plans are embedded within insight, engagement and service improvement activity.

7. Actively promote and ensure good financial management and assist in maintaining financial sustainability within the Council by embedding value for money in insight, engagement and complaints processes.

This is a politically restricted post under the provision of Section 2(1) (c) of the Local Government Housing Act 1989

All senior leaders are expected to:
· Undertake any other duties allocated by the Chief Executive
· Work outside of normal office hours where required 
· Participate on an on-call Emergency Response rota if required  
· Travel within and outside the city’s boundaries when required. 


Person Specification: Head of Customer Insight

	
AREA OF RESPONSIBILITY


	
REQUIREMENT
	
MEASUREMENT


	
	
	P
	A
	AC
	D

	
Vision, Strategy and Delivery 

	Experience as a service leader in a complex organisation with responsibility for insight, engagement, complaints or customer experience.
	
	
	
	

	
	Evidence of creating and delivering a clear vision for customer-centred services, translating insight into measurable outcomes.
	
	
	
	

	
	Experience of embedding insight-led decision making and continuous improvement across services.
	
	
	
	

	
	Strong understanding of governance, particularly in relation to statutory complaints and casework functions.
	
	
	
	

	
	Evidence of financial and commercial awareness with strong analytical skills and a creative approach to problem solving.
	
	
	
	

	
	Demonstrate an understanding of the current issues and challenges facing local government in general and Nottingham City Council in particular.
	
	
	
	

	
	Evidence of using data, insight and feedback to inform strategic and operational decision making.
	
	
	
	

	
Leading 
People 
	Experience of leading high performing teams in insight, engagement, complaints or related services.
	
	
	
	

	
	Ability to build a culture focused on listening, learning and continuous improvement.
	
	
	
	

	
	Evidence of successful strategies in managing your own personal resilience and wellbeing at a leadership level and role modelling this practice.  
	
	
	
	

	
	Evidence of planning for the future delivery of services, including the effective workforce planning for capacity and capability challenges. 
	
	
	
	

	



Change and Innovation 
	Experience of leading transformation programmes that use customer insight to drive service redesign.
	
	
	
	

	
	Evidence of innovative service delivery models that continue to provide high quality services within a smaller financial scope.  
	
	
	
	

	
	Evidence of leading services or teams and experience of having to re-focus service priorities at pace following changes outside of the organisation’s control. 
	
	
	
	

	
	Experience of embedding continuous improvement cultures using customer feedback and insight.
	
	
	
	

	
	Evidence of implementing innovative engagement and co-production approaches.
	
	
	
	

	Collaboration 
	Experience of working across organisational boundaries to embed customer-centred approaches.
	
	
	
	

	
	Experience of implementing co-production, engagement and user-led transformation and redesign into service delivery
	
	
	
	

	
	Evidence of actively working to develop a culture of collaboration. 
	
	
	
	

	
	Understanding of how to operate effectively and openly within the democratic process with the political acumen and ability/skills to develop productive working relationships with Councillors and to speak truth to power. 
	
	
	
	

	
	Strong stakeholder management skills, including working with councillors and partners.
	
	
	
	

	

Equality, Diversity and Inclusion 
	A deep understanding of equality, diversity and inclusion at every level and demonstrative experience in tried and tested methods to deliver inclusive services. 
	
	
	
	

	
	Demonstrating a thorough understanding of equality, diversity and inclusion challenges posed by providing quality public services in our multi-cultural city.
	
	
	
	

	
	Demonstrating personal commitment to the equality, diversity and inclusion challenges faced by our workforce and Nottingham’s people.
	
	
	
	

	
	Evidence of developing people and services/teams recognise, respect and value individual needs to achieve a culture of inclusivity. 
	
	
	
	

	Role related requirements 
	Deep understanding of customer insight, engagement, complaints and casework in a public sector context.
	
	
	
	

	
	Knowledge of statutory requirements relating to complaints handling (including housing and social care).
	
	
	
	

	Qualification requirement
	
	
	
	
	

	
P- Pre-Application
	
A - Application
	
AC – Assessment Centre

	
D - Documentary Evidence
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