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Job description

Job title: Business intelligence officer
Directorate/Team: Innovation and improvement  
Reporting to: Business intelligence team leader
Salary scale point: Grade 5
Politically restricted post: No
DBS requirement: Basic

Job purpose

To collate, present and evaluate performance and customer insight information.

To make recommendations on service operational priorities, strategic priorities and effective use of resources.

To develop and embed a comprehensive culture of performance management and using customer insight to improve service delivery within the housing service.

Ensure the accurate and timely completion of all statutory and regulatory data submissions in line with statutory requirements.

Key corporate accountabilities
Take a collaborative approach to delivering business intelligence and performance management advice across teams.
Support colleagues to deliver positive outcomes beyond traditional service boundaries by encouraging the sharing of knowledge, experience and resources.
Champion the council’s commitment to being an open and modern council by using data and insight to design and deliver high-quality, value-for-money services that are responsive to residents’ needs.
Contribute to a prosperous Norwich by enabling evidence-based decision-making that supports strategic planning and resource allocation.
Support a fairer Norwich by ensuring performance and customer insight data reflects the diverse needs of residents and informs inclusive service delivery.
Help build a future-proof Norwich by developing innovative approaches to data use, digital transformation, and continuous improvement in service delivery.

Key service-related accountabilities
Collate and produce service and contractor performance information, as well as statistical and financial statutory returns, for information, scrutiny and challenge.
Co-ordinate the collection, reporting and use of satisfaction survey data and customer insight information across the service.
Analyse and interpret performance, financial and customer insight information to identify trends and support decision-making.
Make recommendations for target setting, performance improvement, risk management and effective use of resources, particularly for the service’s strategic planning.
Actively seek to benchmark the service with peers, to participate in appropriate benchmarking groups and to recommend examples of good practice to the service.
Support training and capacity building of officers, senior managers and residents to develop skills and understanding of performance management and use of customer insight.  
Develop effective working relationships with elected members, senior officers, contractors, other partners and involved residents to build trust and impart confidence.
Research, develop, implement and maintain performance management tools and systems to assist the service in continuous improvement and maximising value for money.
Provide advice and guidance on performance management and facilitate performance improvement methods with senior managers, contractors and other partners as required.  Assist senior managers to embed a culture of performance management and using customer insight information to improve service delivery across the service.

General requirements

Post holders will be expected to be flexible in their duties, including occasional evening and weekends, and carry out any other duties commensurate with the grade and falling within the general scope of the job, as requested by management.

Duties and responsibilities must be carried out in accordance with relevant Norwich City Council policies and procedures, within legislation and any code of professional ethics of relevant professional body. 
   
All employees are expected to maintain a high standard of customer care in the context of the Council’s core values, to uphold the Equality and Diversity Policy and health and safety standards and to participate in personal learning and development necessary to the post.

General details

JE Reference: JE0505

Date document last reviewed/version: August 2025 (Final)
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Person specification

Information for applicants
This role plays a vital part in shaping service delivery through the intelligent use of data. You’ll be responsible for collecting, analysing, and interpreting performance and customer insight information to identify trends, inform strategic decisions, and support continuous improvement across housing services. You’ll work closely with colleagues, contractors, and residents to embed a culture of performance management and ensure the service meets regulatory requirements.

[bookmark: _Hlk206496214]Strong analytical, communication, and stakeholder engagement skills are essential. If you're passionate about using data to drive service excellence and want to make a meaningful impact in social housing, we’d love to hear from you.
Job title: Business intelligence officer

Knowledge and experience

Essential
Experience of working in a performance focused environment.
Experience of using a variety of IT systems, which includes databases and excel spreadsheets.
Experience of analysing complex information from a variety of sources.
Experience of compiling and presenting information to a variety of audiences.
Understanding of the principles of performance monitoring and management.
Knowledge of project management skills and methodology.
Knowledge of change management techniques and practices.
Qualifications

Essential
Qualifications to A level standard or equivalent; or current relevant experience.
Skills and abilities

Essential
Working accurately with complex numerical information.
Analytical approach to problem solving.
Excellent verbal and written communication skills.
Ability to grasp, distil and impart knowledge and complex information clearly.
Effective research and development skills.
Strong interpersonal skills, tact and diplomacy.
Able to work to tight deadlines and manage competing and conflicting demands.
Other requirements

Essential
Able to work flexibly including attending occasional evening meetings and external events.
Organisational competencies

The council has four competency areas based on the four values:
Pride
Accountability
Collaborate
Excellence.
Each competency has performance standards along with examples of expected behaviours. Listed below are the competencies for employees.

Pride
We will take pride in what we do and demonstrate integrity in how we do the following things. 
· You are positive to customers and colleagues about services the council provides.

Accountability
We will take responsibility, do what we say we will and see things through.
· You know and are clear about what jobs and tasks you have to do and when these are to be completed.

Collaborate
We will work with others and help people to succeed. 
· You build good working relationships with others inside and outside the council.

Excellence
We will strive to do things well and look for ways to improve and learn.
· You regularly talk with your manager and colleagues about how you and your team can learn new things and improve the way you do things at work.
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