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	JOB DESCRIPTION


	Form

JD1

	JOB TITLE: Housing Business Change and Support Officer

	POST NUMBER:  

	REPORTS TO:

	Business Change Manager

	DEPARTMENT: Housing Strategy and Performance
	GRADE: 7

	JE REF:
	0184 0222
	PANEL DATE:
	01/02/2022

	1.
	MAIN PURPOSE OF JOB 
A key role in ensuring the Integrated Housing system (IHS) performs as required and incorporates all business requirements.  Responsible for delivering refresher and update training to 300+ end users to ensure the system is being used as intended and where future development and deployment of the system is scheduled.

The post holder/s will be a key product specialist at City of York Council supporting teams to review use of the IHS ensuring the full potential of the system to develop services and streamline processes is reached.  Promoting a continual improvement approach, check-plan-do, working with staff to encourage changes to the way they work and demonstrating what the IHS can offer teams across all areas and Housing as a whole.  Ensuring staff across all areas are fully trained in using the system as intended.  Supporting future upgrades and testing of the system, working with Subject Matter Experts across all areas to ensure thorough and effective testing is fully planned and executed.  

Work with colleagues within the Housing Strategy and Improvement team to develop queries within the IHS to promote best use of the data held within the IHS. Work with colleagues in Business Intelligence to specify, design and develop reports to:

· Monitor use of the system

· Identify and work with business areas to correct Data Quality issues to further improve the data and ability to use the data to develop services with customer needs at the heart of the services
· Identify inefficiencies within the system
Work with colleagues in Business support to Interrogate system update release notes plan with BS when upgrades need to happen, to identify where testing of the system will be required and plan training of end users. 
The Housing Support and Improvement Officers along with the Business Change Manager and Management Teams across Housing and Building Services will advocate and promote the required culture change, change to current working methods and empowerment of staff across all areas of Housing.


	2.
	CORE RESPONSIBILITIES, TASKS & DUTIES:



	
	i
	Coordinate completion of work packages for Phase 2 delivery of the programme from the ICT supplier working with Subject Matter Experts (SME) to ensure all required information is captured in advance of Supplier workshops and any changes to agreed processes or procedures are fully documented. To ensure the system is fully configured to CYC requirements and beyond the life of the programme decisions made are easily identifiable and understandable

	
	ii
	Attendance at ICT supplier workshops, working with the supplier product specialist to work through issues, development requests and understand changes to the system configuration to ensure CYC are using the system and ultimately getting the best out of the system for all areas of Housing.

	
	iii
	Ensure parameters are correctly and fully specified for configuration of workflow steps and reference data used throughout the system, that these are fully documented a through change control is documented and implemented to maintain the integrity of the IHS.

	
	iv
	Development of workflow across the Open Housing (One Housing) system to improve and streamline business processes and ensure consistency and business continuity.

	
	v
	Development of property attributes to ensure CYC stock can be let, effectively, efficiently and ultimately following a cost-effective process.

	
	vi
	With the Business Change Manager development of a User Group ensuring representation from across Housing, the User Group being responsible for identifying ongoing issues, suggestions for change, highlighting changes in business practice that will require changes to the IHMS etc

	
	vii
	Attendance at supplier (Capita) User Groups both remotely and in person.

	
	viii
	Working with colleagues in the Housing Strategy and Performance Team to identify changes to procedures brought about by the IHMS.  Ensuring procedures are updated and shared centrally.

	
	ix
	At all times working in a positive and professional manner working with the Business Change Manager (BCM) senior and operational management teams across housing and building services to identify business areas and individual staff who are struggling with change for whatever reason.  Once identified working with the BCM and management teams to find solutions to assist business areas and individuals through change.

	
	x
	For further module releases and upgrades to the Open Housing System review and analyse system functional specifications to determine testing requirements by identifying the relevant business data.  Liaise with the Business Change Manager to ensure that the test scenarios are testing all the business-critical areas.

	
	xi
	Under the guidance of the Business Change Manager creation of test cases and test scenarios for future module role out and upgrades of the Open Housing System; interpret and execute test cases, recording the results and reporting test outcomes, using appropriate testing tools and techniques agreed with the Business Change Manager.

	
	Xii
	With guidance from the BCM for future module role out and upgrades of the Open Housing System create and record predetermined acceptance criteria and be able to compare test results with this, record the outcome, communicate the results of the testing clearly and concisely to the Business Change Manager and User Group.

	
	xiii
	Working with the Business Change Manager maintaining ownership of a dedicated UAT (User Acceptance Testing) environment:

· Checking all software/hardware version types are in place before testing.

· Develop new test cases. 

· Work with ICT System Support to ensure role permissions are correct for all SME’s undertaking testing.

	
	xiv
	Support the Business Change Manager in maintaining a high degree of liaison with business and ICT teams to ensure 

· Requirements of testing are understood

· Training needs are identified

· A dedicated training environment is fully maintained to offer effective training to current and future members of the Housing Team and other stakeholders from across CYC.

· Impacts of business change are fully understood

Support the Business Change Manager to ensure communication with the supplier - Capita is regular and to ensure any system changes are logged and understood and a log of all faults is kept.

	
	xv
	To use functional specifications and business requirements and have an understanding of day-to-day processes to design a set of testing scenarios and ensure they reflect all known business processes, system work flows and any potential risks for all future module role out and development of the system.  

Perform simple screen-based testing, verifying that individual application screens are performing correctly, ensuring the flow of information and data entry is logical and correct based on the business requirements.

Verify that any new functionality added to an existing screen has not adversely affected the existing functionality on that screen.

	
	xvi
	Under the Guidance of the Business Change Manager analyse raised faults to define if they are defects or changes, using an understanding of the system configuration, business requirements and the needs of the business.

	
	xvii
	To work with the Business Change Manager to identify and respond to the training implications of changes in Open Housing system, policy, procedure and legislation, including agile working and maximising the use of mobile technology.

	
	xviii
	With the Business Change Manager design and deliver training to Housing Services staff focusing on empowerment, policy, procedure and ICT system.  Create and maintain new starter and business as usual ICT system training.

	
	xix
	Under the Guidance of the Business Change Manager work collaboratively with users across all business areas identifying where system queries can be used to check, report and improve data usage across the system, creating standardised queries to enable regular reporting and informed decision making.  Where full reporting is required gather business need, translate into reporting requirement and work with colleagues in Business intelligence to ensure the required reports meet the needs and aims of the business going forward.

	3.
	SUPERVISION / MANAGEMENT OF PEOPLE

Number of staff reporting to jobholder and nature of supervision 

eg full line management responsibility or day to day supervision of work 

Direct:     NONE                         Indirect:        NONE

Whilst this post does not directly line manage staff it does perform a function where it will be required to issue instructions to others to ensure key activities are carried out in a timely manner to ensure timescales are met.



	4.
	CREATIVITY & INNOVATION

The role will involve a significant level of creativity and innovation under the guidance of the Business Change Manager.  They will need to configure and develop the system in a way that meets the current, changing and developing requirements of the business. The role will need to work with the supplier, business representative to devise and propose one or a number of options for development of the system, the post holder will be required to view these creatively to determine how these can be used most appropriately to meet the needs of the business.

An element of creativity will be required in interpreting business needs and requirements and translating this into system changes and requirements from the supplier.  The creativity will be limited by a continuing over-riding vision not to ‘Yorkify’ the system, ensuring the integrity of the system for updates and upgrades.

Working collaboratively with the Business Change Manager there will also be a requirement for creativity in terms of the postholders input into recommendations for how the service provided can be developed and improved beyond system changes and looking at wider ways of working to ensure that these are effective and meet the vision for the service area.
The post holder requires creative and innovative thinking to meet the testing needs and demands of a very diverse and complex range of corporate and departmental business areas and information systems that underpin effective Council service delivery
The post holder will be required to use a level of creativity when creating test scenarios and user stories – these will need to be seen as realistic by all those both undertaking the testing as well as other relevant stakeholders.

When carrying out testing a level of creativity is needed to ensure that all possible scenarios are tested – it is not sufficient to just test the path that it is expected users will take they will need to ensure that all possible paths are tested
The post holder would need to use innovation and creativity skills to create and execute test plans and scenarios from functional specifications and business needs.  The post holder requires creative and innovative skills to undertake testing on a very diverse and complex system, often involving many users.  The main focus of the work is to improve operational efficiency, as well as those prompted by organisational and technological changes, such as mobile working
Designing and implementing business as usual induction (new starter) and ongoing system training packages, including upgrade and new functionality release guides. 

To meet the training needs and demands of a very diverse and complex range of corporate and departmental business areas on information systems that underpin effective Council service delivery


	5.


	CONTACTS & RELATIONSHIPS

Internal

· The post holder will be required to negotiate, persuade, and influence, Operational Managers and Employees to ensure full use of the system and buy in to continual improvement.

· Outputs of work from the post holder will also be presented to management teams and heads of service and hence an ability to communicate to senior management professionals on sometimes complex issues is essential.
· Ensure adherence to communication plans and maximise opportunities for good publicity.

· Liaises with Business Change Manager to ensure any impacts on staff are understood and internal staffing policies adhered to in relation to business change. 

· Communicates fully impacts of change to all internal Stakeholders where agreed business change is likely to impact on them.

· Meets regularly with Business Change Manager to review progress and provides regular briefings for operational managers and business users across departments.

External   

· Liaises with tenant and resident groups in relation to consultation on changes to the Open Housing system understanding any impacts of these changes on tenants and residents. 
· Liaises with other governmental agencies where dependencies and business changes could impact on service assumptions and provision.
· Under the Guidance of the Business Change Manager liaises with Supplier, business and technical consultants on system upgrades and developments the benefits that could be brought to the business, new modules and functional issues being experienced by end users.

	6.
	DECISIONS – discretion & consequences

The decisions made by the post holder will determine the ongoing configuration and development of the Open Housing System.  The consequences of this will directly impact on the success of the Open Housing System. Failure to determine and maintain the correct configuration could result in lack of ‘buy in’ to the system as it does not do what users require and ultimately expensive re-configuration of systems on an ongoing basis.
· Assessment of levels of staff input and time required to deliver tasks to ensure changes to the Open Housing System will meet business needs and buy in for service areas is assured.  This affects and influences operational resource planning within service areas.
· Identification of required testing and training for all future module role outs and future development of the system, ensuring that where possible both testing and training are tailored to meet the needs of the client group utilising all possible media types and training approaches.
· Confident in proposing changes to the design of business processes and procedures, where an opportunity for service improvement is envisaged in line with CYC and departmental strategic objectives following a robust Business Change and consultation process.
· Ability to challenge ways of working whilst delivering training to ensure staff fully understand the capabilities of the Open Housing system and how they can maximise these to deliver a first-class customer experience.

· Whilst working with end users to release future modules, role out upgrades and further develop the system challenge user conceptions of how a system should work to ensure the system is configured to deliver an informed, effective and efficient service.  Promoting the use of quality data collection to faciliate data gathering and reporting thus ensuring informed decisions about, business focus, customer need, required areas of spend can be fully assessed from data held within the Open Housing System.


	7.
	RESOURCES – financial & equipment

(Not budget, and not including desktop equipment.)
Description
Value




Normal office equipment.

Phone & Laptop
up to £2000



	8.
	WORK ENVIRONMENT – work demands, physical demands, working conditions & work context

Work demands

· Required to manage both staff and management expectations, where there may be uncertainty about changes to working practice that may be brought in with changes to the configuration of the Open Housing System.  This involves the delivery of messages which are sometimes difficult for the recipients to accept and may result in conflict which needs to be managed professionally and with tact in potentially emotional situations.
· Responsible for managing own workload and meeting deadlines, which are all subject to change, sometimes at very short notice. 

· Needs to be adaptable, working across different service areas and with staff of differing seniorities in a multi-disciplinary environment.

· Needs to perform under pressure in workshop and negotiation environments to ensure full documentation of any required changes and seek authorisation when required.
· Often takes a role of intermediary to help resolve potential conflicts between others caused by changing deadlines and requirements.

· Needs to be able to approach sometimes challenging situations in a considered and positive manner

Physical demands

· Normal office environment/working from home
· Sitting and working at a computer screen for long periods.

· Long periods of concentration required to understand and write complex documents.

Working conditions

· Normal office environment/home working
Work context

· Given the potentially contentious nature changes to working practices, confrontational situations could arise in meetings, at training sessions and in workshops and this is likely to be pressurised. 

· Given the work is fundamentally project type work and is therefore heavily focused on meeting deadlines, there are likely to be times when the workload is very heavy and may be stressful and pressurised. 


	9.


	KNOWLEDGE & SKILLS

The jobholder will be an integral member of the Housing Strategy and Performance Team with a focus on roll out of additional modules, embedding and further development of the Open Housing system.  The job holder must have significant communication and negotiation skills, must be influential and diplomatic whilst also having tenacity, drive and determination to reach the required outcome.

· A working knowledge of either Housing or Building Services current working practices, policies, procedures, aims and objectives are essential.
· An understanding of the configuration of the Open Housing System is essential.
· An understanding of business process re-engineering and how to improve service delivery.
· An enthusiasm for and some experience of how to enact change in the workplace.

· Excellent communication skills both verbal and written for all levels of staff.

· Good IT skills, and ability to envisage how new ICT functionality can be used and developed.

· Knowledge and understanding of how to develop, improve and streamline process and procedures wherever feasible eliminating waste.

· Capable of delivering high quality presentations

· Capable of delivering high quality training on ICT systems and policy and procedure/process using various methods including but not exhaustive of face to face to face and remote over Teams and other platforms.

· Ability to identify differing learning requirements and skill levels and adapt training style accordingly.

· Ability to work on your own initiative and to plan, monitor, prioritise and report on workloads.

· Experience of cross team/department/directorate working.

· An understanding of City of York Council processes and procedures is essential.
· Have a thorough knowledge of structured test methods and processes, and be experienced in testing software and relational database management systems

· Be able to read technical functional specifications and envisage how changes will impact current system usage and improve the system.

· Experience in delivering training to single and multiple staff groups.

· Ability to produce policies, procedures and training materials.

· Ability to develop training specifications and course outlines and programmes.

· Understanding of housing legislation and current policy issues which impact on the training and development needs of staff in the housing service.


	10.
	Position of Job in Organisation Structure
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Job reports to: Business Change Manager





Other jobs at this level;  





THIS JOB





Jobs reporting up to this one: 


NONE
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