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Senior Client Experience Analyst 

Enablement Group
Our purpose
We help New Zealanders to be safe, strong, and independent.
Manaaki tangata, Manaaki whānau
Our values
Manaaki: We care about the wellbeing of people
Whānau: We are inclusive and build belonging
Mahi tahi: We work together, making a difference for communities
Tika me te pono: We do the right thing, with integrity
Our commitment to Māori
As a Te Tiriti o Waitangi partner we are committed to supporting and enabling Māori, whānau, hapū, Iwi and communities to realise their own potential and aspirations.
He whakataukī*
Unuhia te rito o te harakeke
Kei hea te kōmako e kō?
Whakatairangitia, rere ki uta, rere ki tai;
Ui mai ki ahau,
He aha te mea nui o te ao?
Māku e kī atu,
He tangata, he tangata, he tangata*
If you remove the central shoot of the flaxbush
Where will the bellbird find rest?
Will it fly inland, fly out to sea, or fly aimlessly;
If you were to ask me,
What is the most important thing in the world?
I will tell you,
It is people, it is people, it is people

* We would like to acknowledge Te Rūnanga Nui o Te Aupōuri Trust for their permission to use this whakataukī 
Position Detail
Overview of position
The role of Senior Client Experience Analyst is to listen, gather data, and develop actionable insights which tell compelling client stories to our leaders and frontline staff. 
As a champion of the voice of the client, the Senior Client Experience Analyst is responsible to lead collaborative projects with Service Delivery teams using best practice design thinking/co-design, qualitative research, and survey methodologies to support continuous improvement for our clients.
As part of the wider Learning and Continuous Improvement Group, the Senior Client Experience Analyst will work effectively with other team members and contribute to the wider operation of the Group. 
Location
National Office, Wellington
Reports to
Director, Continuous Improvement
Key Responsibilities
Understand Client Experience 
· Analyse trends and results of quantitative and qualitative data to provide leaders and frontline staff with actionable client experience insights 
· Lead Client Experience projects to ensure the delivery of project outcomes, including: 
· Designing research proposals, discussion documents, and surveys
· Coordinating the activities of project team members and specialists
· Leading client workshops, focus groups, and phone-based interviews
· Presenting actionable insights to technical and non-technical audiences
· Bring thought leadership and understanding of best practice for co-design and applied client research
· Proactively manage risks and/or issues as they are identified and lead work to mitigate or resolve them
· Develop and advise on Ministry-wide client experience surveys tools, and manager dashboards to share feedback with MSD staff
· Create targeted current and future state client journey maps to guide the development of service and channel experience
· Champion the voice of the client across Service Delivery and MSD, with senior managers and at committees.
Grow Collaboration
· Collaborate with others to ensure client issues are captured, analysed and prioritised
· Identify, build, and maintain networks and effective working relationships with key internal and external stakeholders
· Engage regularly with stakeholders to facilitate strong and positive communication channels
· Represent the Ministry externally at interagency meetings and with senior external stakeholders
· Contribute positively to the team environment to support achievement of individual and team goals.
Build Capability
· Take a leadership role within the team through increasing team capability and supporting change initiatives 
· Provide coaching, mentoring, and advice to Analysts as necessary
· Stay up to date on the latest developments in design thinking, co-design, survey design and service delivery to ensure fit-for-purpose methodologies are developed and implemented in the team.
· Identify and share innovative ideas that may contribute to the body of knowledge that will enable improvements to client experience.
Additional Responsibilities
Embedding Te ao Māori 
Embedding Te ao Māori (Te Reo Māori, Tikanga, Kawa, Te Tiriti o Waitangi) into the way we do things at MSD. 
· Building more experience, knowledge, skills, and capabilities to confidently engage with whānau, hapū and iwi.
Health, safety, and security
· Understand and implement your Health, Safety and Security (HSS) accountabilities as outlined in the HSS Accountability Framework.
· Ensure you understand, follow, and implement all Health, Safety and Security and wellbeing policies and procedures.
Emergency management and business continuity
· Remain familiar with the relevant provisions of the Emergency Management and Business Continuity Plans that impact your business group/team.
· Participate in periodic training, reviews and tests of the established Business Continuity Plans and operating procedures.
Know-how
· Extensive experience in collecting and analysing data, and using qualitative and quantitative methods to develop insights and measure change 
· Proven ability in communication/presentation skills/storytelling skills for broad audiences of stakeholders
· Demonstrated ability in building working relationships across a large organisation and developing strategies to address stakeholder concerns
· Can find solutions to complex problems drawing on others experience where necessary 
· Strong understanding and experience with using principles and methodology that underpin client experience and service design 
· Can facilitate and develop workshops, adapting personal style for the target audience
Attributes
· Strong analytical skills
· Strong client focus
· Highly effective communication skills
· Excellent planning and organisational skills
· Strong problems solving skills
· Strong team focus
· Develops collaborative solutions
· Excellent relationship management skills
Key Relationships 
Internal 
· [bookmark: _Hlk129077449]Director, Continuous Improvement 
· Learning and Continuous Improvement Group
· Senior and frontline colleagues in Service Delivery
· Service Designers and Process Improvement Analysts 
· MSD Strategy and Insights Group
External
· Other government agencies
· Service providers and community groups
· Contracted vendors
Delegations 

Direct reports - No

Security clearance - No

Children’s worker - No

Travel – Limited adhoc travel may be required
HR Delegation Level - No

Financial Delegation Level - No
Working in public service
In the public service we work collectively to make a meaningful difference for New Zealanders now and in the future. We have an important role in supporting the Crown in its relationships with Māori under the Treaty of Waitangi.  We support democratic government. We are unified by a spirit of service to our communities and guided by the core principles and values of the public service in our work potential and aspirations.
Ka mahitahi mātou o te ratonga tūmatanui kia hei painga mō ngā tāngata o Aotearoa i āianei, ā, hei ngā rā ki tua hoki. He kawenga tino whaitake tā mātou hei tautoko i te Karauna i runga i āna hononga ki a ngāi Māori i raro i te Tiriti o Waitangi. Ka tautoko mātou i te kāwanatanga manapori. Ka whakakotahingia mātou e te wairua whakarato ki ō mātou hapori, ā, e arahina ana mātou e ngā mātāpono me ngā tikanga matua o te ratonga tūmatanui i roto i ā mātou mahi. 
[image: ]
Page 1	
Senior Client Experience Analyst – B07 – May 2026
image2.png
MINISTRY OF SOCIAL
DEVELOPMENT

W& TE MANATU WHAKAHIATO ORA





image1.png
MINISTRY OF SOCIAL
DEVELOPMENT

¥ TE MANATO WHAKAHIATO ORA





