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Job Description 

 
BUSINESS SYSTEMS AND INSIGHT OFFICER 

 
Our mission at Victim Support Scotland is to ensure that those affected by crime receive high quality 
support that will help them recover from their experiences. We aim to do this by adhering to our 
own organisational values:   
 

• Victims are at the heart of everything we do. 

• We care. 

• We work with intent.  

• We are ambitious. 

• We persevere. 
 

We want victims and witnesses to be at the heart of everything we do, so they have 
improved health and well-being, feel safer, more secure, and informed. We are an 
effective organisation makes a lasting difference to the people we support, and these values reflect 
the behaviours expected of all our staff and volunteers.  
 

Job Purpose  

 
The Business Systems and Insight Officer will play a key role in supporting organisational planning 
and the development of the systems and infrastructure that underpin operational functions and 
data-driven decision-making. 
 
Primarily, the purpose of the role is to support the implementation and development of 
information systems and infrastructure that underpins our service delivery and enables 
critical business governance. This involves: 

 

• Supporting the development of systems and infrastructure (chiefly, the CRM and 
SharePoint but also the telephone platform that supports VSS’s National Support Centre) 
that underpin VSS’s operations and its provision of support services.  

• Ensuring that systems are effective, efficient and user-friendly, and that they facilitate the 
delivery of VSS’s support services, external engagement and the provision of data to 
understand the organisation’s impact. 

• Coordinating and supporting system improvements and change processes for the 
organisation’s CRM, liaising between VSS’s service delivery, national teams and the IT and 
Digital Services Team. 

• Supporting the contract management of external systems developer, chiefly the CRM 
developer but, potentially, also the phone systems that facilitate VSS’s National Support 
Centre. 

• Co-developing and delivering staff training and development in terms of CRM use, 
providing a proactive resource to help promote a culture that underpins a consistent and 
effective use of the CRM by ensuring VSS colleagues are knowledgeable and comfortable 
using the platform. 

• Developing and maintaining systems to record VSS business plans and track progress 
of organisational objectives. 

• Coordinating the recording of business plan actions and KPIs, ensuring these can be 
reported to corporate and executive leadership teams as required.  
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• Contributing to the establishment, maintenance and monitoring of the performance of 
income streams, such as grants, ensuring alignment with existing data monitoring tools 
and supporting service delivery staff to gather and record accurately. 

• Responding to data requests concerning service delivery and performance and 
organisational governance. 

• Coordinate the collation of data relating to external sources, partners and stakeholders to 
support the identification of insights leading to operational and strategic opportunities. 
  

 

Key Accountabilities  
 

• Ensuring business planning systems are suitable and accessible for colleagues to provide 
accurate updates business operations, KPIs and progress towards strategic goals. 

• Facilitating the regular reporting of business plan progress to the corporate and executive 
leadership teams and ensuring that the interdependencies of individual business plan 
actions and performance indicators are clearly communicated.  

• Collaborate with colleagues, stakeholders, and service users to design and develop services 
and digital systems, particularly in terms of the CRM and related systems, such as telephone 
platforms. 

• Ensuring a focus on quality and useability in the structure and performance of the CRM and 
other related systems. 

• Enabling efficient and effective change control processes that ensure the information and 
business systems meet the needs of the organisation. 

• Ensure quality and consistency across CRM usage and support digital transformation 
initiatives. 

• Accurate monitoring and evaluation of organisational performance in relation to funding 
projects. 

• Supporting the identification of key insights from external, third-party data and research. 
  

 

KEY REQUIREMENTS (PERSON SPECIFICATION) 

Qualifications Essential Desirable 

University degree, or equivalent professional experience, that 
demonstrates a deep understanding of business information systems, 
and skills in organisational performance management in business 
systems. 

√  

Evidence of continuing professional development in service delivery 
design/improvement, project management, or digital technology 
development or management. 

 √ 

 

Skills & Abilities Essential Desirable 

Knowledge of CRM design and development (particularly Microsoft 
Dynamics) 

√  

Meticulous attention to detail and accuracy √  

Strong IT skills, with the ability to identify how digital technology can 
define and deliver system requirements 

√  

Ability to plan and organise complex workloads with shifting deadlines √  

Strategic awareness of how outputs impact organisational success √  

Excellent organisational and time management skills √  
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Ability to deliver change using influencing, negotiation, facilitation, and 
process skills 

 √ 

Excellent verbal and written communication skills, able to present data 
insights clearly to non-technical audiences 

√  

Analytical skills – able to collect, interpret, analyse, report, and present 
data 

√  

Innovative thinker and problem solver with a strong focus on outcomes 
for service users 

√  

Demonstrated digital approaches to work, including CRM and data 
systems 

√  

Good presentation skills    √ 

Ability to develop effective networks and partnerships  √ 

 

Experience Essential Desirable 

Experience of influencing, communication, and collaborative working √  

Experience of project development and delivery √  

Experience of creating reports and managing data within CRM systems  √  

Experience of using Case Record Management systems, SharePoint, and 
Dynamics 365 

√  

Experience of service design and re-design approaches √  

Experience of Quality Assurance processes  √ 

 

Knowledge Essential Desirable 

Understanding of the Microsoft Dynamics solution √  

Knowledge of digital performance metrics and ability to extrapolate 
meaningful insights from data 

√  

Knowledge of current, new, and emerging technologies  √ 

Knowledge of VSS and the work we undertake  √ 

Working knowledge of partnerships and collaborative delivery models   √ 

 

Behaviours Essential Desirable 

Highly self-motivated with a self-managing “can do” attitude √  

Determination and willingness to take on new challenges √  

Willingness to undertake statutory training as required by VSS √  

Willingness to challenge stereotyping, prejudice, discrimination, and 
bias 

√ 
 

 

Ability to cope with rapid and sustained change and competing 
demands 

√  

Honesty and integrity √  

Strong approach to performance management, with the ability to 
define and measure outcomes 

√ 
 

 

Strategic thinker, able to support the delivery of a vision of the future 
organisation 

√  

Willingness to be flexible in working hours and able to travel as 
required 

√ 
 

 

 


