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	  Role Title
	Education Business System Analyst 

	Job Family
	Help Desk

	Competency Level
	Officer

	Pay Scale
	SO2 (2-year fixed contract)

	Purpose

	To deliver high quality 1st line system support to School Business Managers and other relevant business staff in maintained schools across Waltham Forest. To accurately record, collate and analyse call logs and query data for use in identifying training needs, developing capacity and reducing schools financial and business risks. 


	Generic Accountabilities
	End Results/Outcomes

	Deliver a specialist service delivery, which engages customers / stakeholders and enables them to make effective use of the service.
	The service is delivered to the quality, organisational and professional standards required 

Customer / stakeholder expectations are managed in relation to what can be delivered.

The service meets organisational requirements and reflects customer / stakeholder requirements / needs, within organisational constraints

	Maintain all required records and information. Analyse and interpret complex information, for input into reports.
	Procedures are adhered to and all information is correctly recorded and processed.

Accurate, complete and relevant information / records / reports are provided for internal and/or external use.

	Develop specialist documents / materials / activities to support / promote the service area.
	All materials / activities are delivered to the required standards and timescales.

Communications are clear, well planned and effectively targeted.

	Provide advice and guidance to colleagues, customers and stakeholders. Manage escalated or complex customer issues within the specialist area.  
	Expert advice, information and support are provided on the full range of issues within the field of expertise.

Queries / complaints are effectively managed.  

Appropriate action is taken to resolve the issue.

Customers are satisfied.

	Maintain information systems which support the specialist area. Contribute to the development of these systems.
	Changes to systems, are identified and recommended.

Systems meet operational requirements.



	Work closely with others to clarify changing customer / organisational requirements.
	Customer requirements are identified and documented.

Improvement opportunities are identified and recommended.



	Develop good working relationships and communicate effectively with internal / external organisations / partners and stakeholders. Represent team internally and / or externally.
	Specialist work area reputation is maintained or enhanced.

Stakeholders are engaged with activity relevant to them.

Positive feedback is received from stakeholders.

Best practice is shared.



	Carry out all duties and responsibilities with reasonable care for the health and safety of self and others and report any potential hazards or unsafe practices to line manager.
	Work is carried out in a way that is safe and without risks to health.

	Act in accordance with all policies and procedures which apply to the job and understand the reasons for this.
	All policies and procedures are complied with.

	Job-specific Accountabilities
	End Results/Outcomes

	Deliver high quality helpline support to schools
	Provide 1st line support to School Business Managers (SBMs) and other relevant business staff in maintained schools related to all appropriate systems and software managed by the Education Business Effectiveness (EBE) service. 

Deliver prompt, consistent and high quality support to schools in accordance to priority levels and KPIs.

Accurately log all calls and queries on trackers and dashboard.

Utilise technical and logistical competence to manage customer queries and escalate complex queries as per defined processes when necessary.
Actively engages with colleagues in LA services including but not limited to Education Finance team, Insurance, Health and Safety, Pensions and Schools HR.

Analyse data from call logs and highlight trends and themes emerging.

Disseminate regular guidance and updates on all systems and software to maintained schools. 

Support schools to maximise the benefits from the software capabilities.

	Support the development and roll out of budget planning software 
	Support the roll out of the LAs umbrella licence for the Access Education Budget and workspace and SIMS tools. 
Upload agreed school budgets, pensions, pay scales and key assumptions relating to inflation, etc into financial planning and forecasting software according to annual programme plan.
Support schools to maximise the benefits from the software capabilities including but not limited to: administering and configuring user accounts, end user environment and access to core services and installation of relevant software.

 

	Provide support for management reports
	Liaise with relevant services to distribute report templates according to annual reporting schedule and facilitate returns from schools.
Respond to queries related to management reports


	Contribute to performance Management & Service Improvement
	Analyse helpdesk log data to identify potential improvements.

Support delivery of continuous service improvement including assisting with the development and documentation of new processes and services.

Follow operational methods, procedures and facilities and help to identify issues and review them regularly for effectiveness and efficiency.

Work with EBE colleagues to ensure information and guidance from key LA services, including WF Education Finance team, Insurance, Health and Safety, Pensions and Schools HR are current and updated on The Hub website.



	Support the Waltham Forest School Business Manager Network for maintained schools 
	Support Education Business Project Manager to deliver regular network meetings for School Business Managers and other relevant business staff in maintained schools. 

Ensure SBMs who are new to post or to Waltham Forest are provided with an induction on systems and financial reporting tools and programme. 



	Support delivery of training programme  
	Support Education Business Project Manager to deliver a training programme promoting education business effectiveness to schools in Waltham Forest.



	Nature of Contacts

	Frequent contact with School Business Managers and other relevant business staff in maintained schools, LA services including but not limited to Education Finance team, Insurance, Health and Safety, Pensions and Schools HR.  

Will involve direct contact with staff and external partners, sometimes in challenging situations where professional credibility may be needed. 
High levels of confidence, sensitivity and diplomacy is required.



	Procedural Context



	Act within guidelines and standard procedures with discretion to allocate or otherwise organise work to meet service delivery requirements. 

Usually works within laid down procedures but needs to take ownership of dealing with day-today queries.

Responsible for meeting performance standards within agreed processes, policies and service level agreements.

Occasionally the post will be expected to work from other locations.
This post demands a high level of flexibility, a positive attitude and ability to adapt to changes due to service needs. This post is office based and the post-holder will be expected to work at other sites and to provide cover for similar roles.
Post holder will report to Education Business Project Manager.



	Resourcing

	Budget Responsibilities:  None

Supervisory Responsibilities:  None


	Knowledge, Skills and Experience

	· Experience in school finances and understanding of current budgetary pressures felt by schools

· Experience of, and competent user of, key school software and systems such as SIMs and ACCESS/HCSS is essential 
· Flexible, results focused self-starter with a passion for delivering an exceptional service 

· Highly professional, organised, resourceful and with a good eye for detail 

· Ability to use discretion, ensure confidentiality and exercise professional judgement

· Strong team player who works collaboratively and inclusively with a wide range of stakeholders 

· Commitment to excellent customer service delivery 
· Commitment to continual learning to develop and maintain skills 
· Able to prioritise tasks and work under time limits to deliver a service specification 

· Ability to deal with multiple requirements effectively to deliver best value and maximise outcomes to deadlines

· Broad technical knowledge of technology, services and systems which provide ICT services to customers

· Able to communicate effectively with technical and non-technical stakeholders and colleagues at all levels within the organisation and externally

· Able to follow processes, work on own initiative and solve problems
· This post demands a high level of flexibility, a positive attitude and ability to adapt to changes due to service needs. This post is office based and the post-holder will be expected to work at other sites and to provide cover for similar roles.


	Indicative qualifications

	Numeracy and literacy qualification e.g. good GCSE English and Maths or equivalent.

Relevant professional qualification or equivalent 
Finance/accounting/book keeping qualification desirable



The above profile is intended to describe the general nature and level of work performed by employees in this role. It is not intended to be a detailed list of all duties and responsibilities that may be required. This role profile will be supplemented and further defined by annual objectives, which will be developed in conjunction with the post holder.  It will be subject to regular review and the Council reserves the right to amend or add to the accountabilities listed.
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