Job Description
NHS Professionals 

Job Title		Capacity & Performance Analyst
Grade			Level 2
Location		Hemel Hempstead/ Leeds









Role Summary

We are seeking a highly analytical and proactive Resource Planner & Real-Time Analyst to join our dynamic call centre team. This dual-role position is responsible for forecasting, scheduling, and real-time monitoring of contact centre performance to ensure optimal staffing levels and service delivery.

Organisational Position (Illustrative)
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Key Responsibilities
Reporting & Analysis
· Produce regular reports on forecast accuracy, schedule efficiency, and staffing performance.
· Identify and recommend improvements to planning processes and tools.
· Support operational decision-making with data-driven insights.
Stakeholder Engagement
· Work closely with Operations, HR, and Training teams to plan for new hires, training, and other off-phone activities.
· Communicate clearly and effectively with stakeholders to ensure alignment on resource planning strategies.
Real-Time Analysis:
· Monitor intraday performance metrics including call volumes, service levels, occupancy, and adherence.
· Take immediate action to address staffing gaps, call spikes, or system outages.
· Communicate with team leaders and operations to manage breaks, lunches, and other schedule adjustments in real time.
· Escalate issues impacting service delivery and recommend solutions to mitigate risks.
· Maintain real-time dashboards and ensure data accuracy across workforce management systems.
· Telephony multi-channel skilling allocation to address real-time demands and customer prioritisation 


Key Values:
In addition to undertaking the duties as outlined above, the job holder will be expected to fully adhere to the following: 
· Equality and Diversity
To act in accordance with NHS Professionals’ Equality and Diversity Policy - this is designed to prevent discrimination of any kind.
· Health and Safety
Ensure that all duties are carried out in line with NHS Professionals’ Health and Safety Policy.
· Corporate Image
Always adopt a professional image.
· Risk Management
Responsibility for reporting complaints, incidents and near misses through the relevant channel.
Responsibility for attending health and safety training as required.
Responsibility for assisting in risk assessments.

· Scheme of Delegation
To comply with the Scheme of Delegation - this requires any employee to declare an interest, direct or in-direct, with contracts involving the organisation.

Note: 
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· This job description outlines the roles, duties and responsibilities of the post. It is not intended to detail all specific tasks.
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PERSON SPECIFICATION

	Criteria
	Essential
(When applying for this job it is important you fulfil all these essential requirements. 
If you do not you are unlikely to be interviewed)

	Desirable
(When applying for this job it is desirable you fulfil these requirements.  However, if you do not, you may still apply and may be interviewed)


	Qualifications and Knowledge:

	· Degree or equivalent experience and training
· Good understanding & knowledge of contact centre systems and resource management within a call centre environment
· 
	• Knowledge of NICE WFM/Ring Central 
• Team leader / leadership experience 
• Good knowledge of forecasting
· Degree or certification in Business, Mathematics, Statistics, or related field.
• Experience with multi-channel environments (voice, chat, email).
• Familiarity with automation and AI tools in workforce management.



	Experience:

	· Proven experience in workforce management, resource planning, or real-time analysis in a contact centre environment.
· Strong analytical skills with proficiency in Excel, WFM tools (e.g. Teleopti, NICE IEX, Verint), and reporting platforms.
· Excellent communication and stakeholder management skills.
· Ability to work under pressure and adapt quickly to changing priorities.
· Knowledge of contact centre KPIs and operational metrics.
· Good knowledge of call centre environment 
· Knowledge and operational usage of key systems IE WFM, Nice IN Contact. 
· Ability to identify the need for and to act at pace when initiating changes to agents’ skilling and activities 
· Ability to be able to convey data in a readable and understandable format
· IT literacy: Able to confidently use MS Word, Excel, Outlook, PowerPoint.
· Commercial awareness in relation to agent utilisation and call wait times / AHT
· Pre-empt any impacts on contact centre delivery and be able to articulate in a compelling way to colleagues and key stakeholders 
· Attention to detail 
Experience of appropriately dealing with confidential and sensitive information
	• Experience of working in the NHS. 
• Previous experience of schedule management, staff utilization, call queues within a call centre environment 
· 3-year call centre experience


	Communication and People Skills:

	· Strong communication skills both written and verbal
· Ability to priorities workload and multi-task
· Ability to use own skills for use in database analysis and presentation work.
· Constructs communication to address different audiences’ perspectives.
· Promotes collaboration and teamwork across the business
· Not afraid to make decisions and learn from mistakes 
· Ability to adapt style as required to persuade and gain support of stakeholders
	

	Organisational Skills

	· Ability to work unsupervised.
· Flexible and adaptable approach to work.
· Ability to manage own workload and prioritise demand.
· Ability work supportively as part of a team.
· Ability to monitor and analyse workload to inform line manager of progress against targets.
· Able to meet tight deadlines
	

	Specialist Knowledge and Skills

	· Understanding of contact centre technologies.
· Experience of gathering and using evidence to balance the level of service offered against the cost of delivery.
· Excel intermediate as a minimum 
· Effective schedule management 
· Good knowledge of work rota management
	• NICE WFM or similar forecasting and reporting tools 
• Understanding of the internet as a means of communications 
• Experience in telephone administration 
• Experience in Telephony system management


	Physical Skills:
	Must pass pre-employment health assessment.
	

	Equality

	Candidates should indicate an acceptance of and commitment to the principles underlying NHSP’s Equality and Diversity and Health and Safety Policies.
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