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Job Description: BUSINESS IMPROVEMENT ADMINISTRATOR
	Position:
	Part-time

	Department:
	Business Improvement (BI)

	Reports to:
	Business improvement manager

	Responsible for:
	Responsible for driving quality and operational improvements.

	Location:
	Office based

	Salary scale:
	G5, 5% pension, 23 days holiday, 37 hours per week

	Role:
	0.8 FTE

	Revision:
	17 Nov 2025

	File location:
	File location



Role Overview
The Business improvement administrator plays a key role in supporting the organisation’s commitment to deliver quality and continuous improvement.  This role is responsible for conducting quality assurance (QA) activities across various business functions, analysing findings and embedding improvements through collaboration, reporting and proactive development of QA processes.

Working in a small team, you will have the opportunity to build your existing skills and support both targeted and broader interventions across all departments.  Your work will drive long term improvements, drive efficient practices and expand YES’ reputation for service quality and exceptional customer service, while remaining aligned to our core objects.  

Key responsibilities
Quality assurance & reporting
· Conduct high-quality audits across multiple areas including call quality, CRM data and client meetings.
· Analyse QA results and present actionable insights in formats suitable for meetings and reports. 
· Deliver findings to team leaders and managers withing seven days of the audit, facilitating discussions to agree on corrective actions and delivering actionable insights which can be implemented in a timely manner.
· Track agreed actions to completion, ensuring evidence is gathered and documented.
· Recommend improvements to enhance quality standards and reduce failure rates.
· Maintain accurate records of QA activities and outcomes and verify 100% are completed within 30 days, documenting supportive evidence in the QA system.
· Support the creation of dashboards or reports to track performance trends over time which reduce failure rates by 10% over each six months.

QA process development
· Continuously improve QA methodologies and outputs.
· Expand QA coverage across departments to ensure consistent standards.
· Maintain accuracy and relevance of QA criteria over time.
· Collaborate with teams to refine scoring criteria and prevent unnecessary complexity.
· Support staff development initiatives aimed at improving QA performance.
· Assist in the creation and delivery of training materials linked to QA outcomes.
· Take initiative in identifying areas for QA enhancement and lead improvement efforts.



Stakeholder engagement & collaboration
· Act as a point of contact for QA-related queries from internal teams, responding to 100% within one business day.
· Build strong working relationships across departments to support improvement initiatives, sitting with a different team for one of your office-based days each week.
· Support business improvement projects by providing QA insights and administrative support within agreed timelines.
· Assist in tracking project milestones and deliverables related to quality improvements, flagging any delays withing one business day.

Compliance & documentation
· Ensure QA activities align with internal policies and external regulations (e.g. GDPR).
· Support audit readiness and contribute to compliance reviews.
· Document QA procedures in an agreed consistent manner and ensure they are kept up to date.
· Assist in creating and maintaining SOPs (Standard Operating Procedures) for QA-related tasks, ensuring all are documented in a standardised format.

Key skills & attributes
· The capability to express thoughts clearly and actively that meet the situation: clarity in speaking and writing; active listening; empathy; feedback skills.
· Analytical mindset with the ability to interpret data and trends.
· Excellent interpersonal skills and a collaborative approach.
· High attention to detail and accuracy.
· Self-motivated with a desire to learn and grow.
· Effective organisational and time management abilities.
· Problem-solving skills and ability to suggest practical solutions.
· Confidence in presenting findings to varied audiences essential.
· Experience with CRM systems is beneficial.
· Proficiency in Microsoft Office (Excel, Word, PowerPoint) is essential.
· Experience with Microsoft Power BI is desirable.
· Process mapping or documentation skills desirable.
· Awareness of change management principles desirable.
· Basic project management skills desirable.
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