JOB SPECIFICATION
JOB TITLE: 			Operational Performance Officer
DIRECTORATE: 		Planning, Economic Development and Climate Change
UNIT:				Planning
GRADE: 			TBC	
RESPONSIBLE TO: 	Head of Planning, Economic Development and Climate Change
RESPONSIBLE FOR: 	No direct line management responsibility, however will have responsibility for co-ordinating assignments for agency workers across the department

MAIN PURPOSE OF JOB

This post has been established on a fixed-term basis for a period of two years to support the delivery of the Planning Service Improvement Action Plan developed in response to the Council's planning designation. The post will play a key role in driving service improvement, improving performance against targets and strengthening collaboration across the Planning Service to ensure a consistent and customer-focused approach to service delivery.

The post holder will play a central role in supporting the delivery of the Planning Service Improvement Action Plan through the co-ordination, monitoring and reporting of key service performance information. They will work closely with managers to establish effective systems for tracking performance, identifying emerging issues and ensuring improvement actions are delivered.
The post holder will be responsible for developing and maintaining management information systems and performance trackers covering key performance indicators, planning appeals, complaints, Freedom of Information requests, service standards and improvement actions. They will support managers by providing timely, accurate and meaningful management information to inform decision making, drive service improvement and enable effective performance oversight.
The post holder will actively identify opportunities to improve efficiency through the use of technology, automation and artificial intelligence, helping to reduce administrative burdens, improve data quality and support more effective performance management across the Planning Service.  The post holder will also provide PA support to the Head of Planning, acting as a central co-ordination point for departmental activities, communications, performance management arrangements and service improvement initiatives.
Main Duties
1. To support the Head of Planning, Economic Development and Climate Change in the delivery of the Planning Service Improvement Action Plan, ensuring improvement actions are monitored, reported and delivered within agreed timescales.
2. To co-ordinate the collection, monitoring and reporting of service performance information, including key performance indicators, complaints, Freedom of Information requests, planning appeals and improvement actions, providing timely and accurate management information to support decision making and service improvement.
3. To develop, maintain and continuously improve performance management systems, dashboards and trackers, ensuring managers have clear oversight of service performance, emerging risks and areas requiring intervention.
4. To act as the central co-ordination point for the Planning Service, ensuring effective communication, information sharing consistently across all Planning teams.
5. To provide comprehensive PA support to the Head of Planning and Economic Development, acting as the first point of contact for matters directed to the Head of Service, exercising judgement and discretion in determining appropriate action, managing routine matters on their behalf and ensuring urgent, complex or sensitive issues are escalated in a timely manner.
6. To identify and implement opportunities to improve administrative processes through the use of technology, automation and artificial intelligence, reducing administrative burdens and improving the quality and accessibility of management information.
7. To co-ordinate the administration of planning appeals, ensuring appeal documentation is prepared, collated and submitted within statutory deadlines and liaising with Planning Officers, Legal Services, the Planning Inspectorate and other stakeholders as required.
8. To maintain and monitor a register of planning appeals, hearings, inquiries and significant service deadlines, ensuring managers and officers are aware of key dates and actions.
9. To organise departmental meetings, management meetings, staff briefings, training events and workshops, including preparing agendas, coordinating papers, recording actions and monitoring outcomes.
10. To co-ordinate communication across the Planning Service, ensuring staff are informed of service developments, legislative changes, corporate priorities and departmental matters.
11. To manage office attendance arrangements and departmental rotas, ensuring appropriate office coverage is maintained and supporting the effective operation of hybrid working arrangements and the flexible working time policy.
12. To support the preparation, coordination and quality assurance of committee reports, briefing papers, presentations and other corporate documentation produced by the service.
13. To co-ordinate recruitment activities, induction arrangements and onboarding processes, training and any other HR related activities within the Planning Service.
14. To co-ordinate responses to Freedom of Information requests, complaints, member enquiries and other correspondence allocated to the service to ensure statutory and organisational deadlines are met.  Analyse persistent issues and identify time saving initiatives.
15. To maintain knowledge and awareness of developments within planning services, local government and relevant legislation.
16. To safeguard children, young people and adults at risk (vulnerable people) and make referrals to the appropriate safeguarding agency.
NOTES
This list of duties is not exclusive or exhaustive and the post holder may be requested to perform other duties commensurate with his/her grade and capabilities.
This list of duties will be reviewed with the post holder on a regular basis. The post holder will be kept fully aware of emerging changes in requirements and will be expected to be flexible in their approach to work reflecting the Council's requirement to work in partnership across the organisation.
PERSON SPECIFICATION
Criteria
A – Application, I – Interview, T – Test, D – Documentary Evidence
Qualifications & Training
	Criteria
	Essential / Desirable
	Method

	Qualified to Degree standard or equivalent experience
	E
	A/D


Experience
	Criteria
	Essential / Desirable
	Method

	Significant experience of working in a senior administrative, office management or coordination role
	E
	A/I

	Experience of providing high level PA support to senior managers
	E
	A/I

	Experience of coordinating meetings, projects and service activities
	E
	A/I

	Experience of managing competing priorities and multiple deadlines
	E
	A/I

	Experience of working within a planning or regulatory service
	E
	A/I

	Experience of analysing complex information and presenting findings to senior managers to support decision making

	D
	A/I


Knowledge
	Criteria
	Essential / Desirable
	Method

	Knowledge of office management systems and procedures
	E
	A/I

	Knowledge of data protection and freedom of information requirements
	E
	A/I

	Knowledge of customer service principles and practices
	E
	A/I

	Knowledge of local government processes and governance arrangements
	E
	A/I

	Knowledge of planning services and planning appeal processes
	E
	A/I

	Knowledge of the Political and Democratic context in which the Council operates
	E
	A/I

	Knowledge of the Borough of Hertsmere
	D
	A/I



Competencies
Customer Focus
· Takes a customer service approach to service delivery.
· Strives to continuously improve service delivery.
· Maintains positive relationships with internal and external customers.
Outcome Driven
· Able to plan and prioritise effectively.
· Delivers work accurately and within deadlines.
· Manages competing demands in a calm and organised manner.
· Takes ownership and responsibility for outcomes.
Organisational Focus
· Works collegiately and corporately with colleagues.
· Supports corporate priorities and service objectives.
· Works effectively across organisational boundaries.
Problem Solving & Decision Making
· Takes ownership of problems.
· Demonstrates initiative and sound judgement.
· Identifies practical solutions to operational issues.
· Is able to work independently and make informed decisions.

Change & Adaptability
· Takes a positive approach to change.
· Supports service improvements and new ways of working.
· Adapts quickly to changing priorities and service requirements.
Skills & Abilities
Communication
· Excellent written and verbal communication skills.
· Ability to communicate effectively with officers, Members, customers and external organisations.
· Ability to handle sensitive and confidential information appropriately.
· Ability to challenge constructively and influence managers and senior officers to deliver agreed actions and priorities.
Organisation & Planning
· Excellent organisational and time management skills.
· Ability to manage multiple priorities simultaneously.
· Strong attention to detail and accuracy.
· Ability to coordinate complex activities and deadlines.


Team Working
· Able to build effective and supportive working relationships.
· Demonstrates flexibility and a collaborative approach.
· Contributes positively within a team environment.
· Able to motivate and influence others without direct management responsibility.
Quality of Work
· Produces written work of a high quality.
· Demonstrates accuracy and attention to detail.
· Maintains effective administrative systems and records.
IT Skills
· Advanced Microsoft Office skills including Outlook, Teams, Word and Excel.
· Ability to use specialist software systems.
· Ability to utilise technology to improve service delivery and efficiency.
Research & Analytical Skills
· Ability to analyse, organise and summarise information.
· Able to monitor and track performance information and service data.
· Ability to identify trends, issues and opportunities for improvement.
Complexity and Creativity
The post holder is responsible for coordinating a wide range of activities across the Planning Service and for supporting the delivery of the Planning Service Improvement Action Plan through effective performance monitoring, management information, organisational coordination and service improvement activity.

The role requires excellent organisational skills, attention to detail and the ability to manage competing priorities whilst ensuring statutory and organisational deadlines, particularly in respect of planning appeals, FOIs and service improvement action plans are met.

The post holder will play a key role in supporting delivery of the Planning Service Improvement Action Plan and will be required to develop and maintain systems for monitoring, analysing and reporting performance information across the service. This will require the ability to interpret data, identify trends, highlight areas for improvement and support managers in achieving service targets
The post holder will be required to identify opportunities to improve systems, processes and service delivery through the effective use of technology, automation and artificial intelligence reducing administrative burdens and improving the quality and accessibility of management information.
The role requires strong interpersonal skills to develop constructive working relationships with colleagues, Members, customers and external organisations and to support a collaborative and joined-up approach to service delivery.
The post holder will frequently be required to resolve operational issues, prioritise workloads and use initiative to support the effective delivery of planning services.
Judgements and Decisions
The post holder will have regular access to sensitive and confidential information relating to service performance, staffing matters, complaints, legal issues, corporate priorities and communications. They will be expected to exercise sound judgement in determining which matters can be dealt with independently, which require escalation and which require the urgent attention of the Head of Planning and Economic Development.

The post holder will be expected to interpret performance and management information, identify emerging risks, trends and areas of concern and exercise judgement in determining when intervention or escalation is required. The role requires an understanding of the potential operational, reputational and performance implications of issues affecting the Planning Service
The advice, coordination and support provided by the post holder will contribute to the effective operation of the Planning Service and the achievement of service objectives. Poor judgement or failure to meet statutory deadlines could result in reputational or operational consequences for the Council.
The post holder will be expected to use initiative, judgement and credibility to maximise the contribution of officers and services across the Council and achieve objectives with limited supervision. The role requires the confidence and professional maturity to engage effectively with managers and senior officers, challenge where appropriate and influence outcomes to ensure that priorities, deadlines and improvement actions are delivered

Contacts (INTERNAL 70%, EXTERNAL 30%)
Internal: All staff at all levels
External: Planning Inspectorate, developers, planning consultants, applicants, statutory consultees, partner organisations, other local authorities, Members of the public and government agencies.
