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Waverley is an ambitious authority, committed to being one of the leading councils in the country at a time of major change by developing a high performing, highly engaged staff team to share the organisation’s values and deliver our corporate objectives.

	Job Description

	Job title:
	Digital Customer Experience and Website Manager 


	Service:
	Communications & Customer Services


	Team:
	Digital Team


	Location:
	Hybrid arrangement: The Burys, Godalming, Surrey, GU7 1HR / Working at Home


	Reporting to:
	Digital Lead


	Responsible for:
	N/A


	Our Organisational Values 

	Openness
	In Waverley we value openness and honesty where communication is clear and constructive, and actions are transparent.

	Excellence
	In Waverley we value excellence, working in a consistent and professional way to achieve the highest standards possible, taking the time to recognise and celebrate success.

	Fairness
	In Waverley we value fairness and respect, working with integrity to ensure that everyone is treated well and has equal access to the opportunities available. 

	Teamwork
	In Waverley we value teamwork and collaboration, with approachable staff actively contributing to our shared corporate goals.

	Taking Ownership
	In Waverley we value taking ownership, where everyone feels personally committed to issues at hand and is working towards a positive outcome

	
Principal purpose of the role

	· Set the strategic direction for the management and maintenance of the council’s website and digital “front door.” Including; leading on the development of the council’s website, planning and programming content, audits, reviews and improvements using data and performance to drive forward an ongoing programme of development and set priorities. 
· Responsible for the overall management, monitoring and performance of the council website including improving accessibility and user journeys.
· Responsible for commissioning products and services to support the development of the council’s website, performance, accessibility and overall digital efficiency. 
· Lead on developing, improving and growing the website and digital tools to meet customer expectations and continually improve the user experience, supporting colleagues to deliver increased customer self-service to meet the council’s digital first ambitions.   
· Lead on projects, to ensure they are on schedule and will deliver in terms of outputs and timescales, establishing project groups, project initiation documents, budget management and programming as and when required. 
· Provide professional guidance to internal customers on content, navigation, customer journeys, accessibility, customer experience, channel shift and best practice.

	Main duties and accountabilities

	· Develop a website strategy and continuous improvement plan which delivers a strategic approach to digital services, supporting corporate priorities and putting the customer at the forefront of everything we do. 
· Lead on the development and improvement of the website to deliver more engagement and interaction through our website using tools such as online forms, robotics, chatbots. 
· To manage the website provider and work with our third-party suppliers to ensure that the website, analytics and digital tools, such as online forms and portals, all work to meet the needs of the council and customers alike.
· To provide some limited out of hours support in the event of emergencies or significant events of particular interest to residents and customers to update the website, as required.
· Advise and support officers to ensure their service is reflected on the website and that it provides the information in an engaging, easy to read, accessible and user-friendly format. Also, work with officers to drive improvements to self-service solutions and increase efficiency by using effective digital tools such as online forms and chatbots, allowing those who can self-serve to do so and therefore building capacity for assisted digital where required.
· To undertake customer journey workshops, customer experience analysis, and application testing with colleagues and provide critical challenge as the “voice of the customer”, driving improvements to the content, presentation and user experience. 
· To work with the web editor network to ensure website content is current and up-to-date and manage the web approval process by guiding and assisting content contributions, addressing issues “at source” where possible. 
· Ensure that the website and the council’s digital portal(s) actively promote how activities can be carried out online, therefore reducing the need for residents to contact the council via face-to-face visits or phone.
· To provide advice and guidance on website content, information management (such as the collection, maintenance, and retention of customer information), digital accessibility issues and customer experience to colleagues in a range of formats (training, networks, Viva Engage communities, SharePoint hubs etc.) to increase knowledge and awareness and implement best practice across the council. 
· Establish, develop, and lead on positive professional relationships with our partners to ensure that the council’s work and campaigns are promoted to a wider audience. 
· Prepare and deliver reports, presentations, and training for a range of staff on the website, customer experience, digital accessibility and digital tools and solutions, in order to ensure understanding and engagement. 
· To work with colleagues to deliver low-code solutions, undertaking discovery work, working with services to draw up specifications, building applications, and testing new or changed applications, with a particular focus on digital accessibility.




Business Continuity 
· Play a pivotal role in business continuity planning and should the need arise assist in ensuring business recovery of key service provision in a 24-hour window.

Health and Safety
· Comply with all Health and safety legislation for your area of work, ensuring that risks are identified, managed, and monitored as required

	

Dimensions of the role

	The website currently has over 1,000 webpages and 1,000 documents downloads. In addition to these pages, there are also number of integrated platforms. 
Annual number of visits to the website:1,200,000 and over 3 million annual page views
Management of a range of third-party suppliers
Accounting for approx. £30,000 spend 
Advise managers 
Build a network of website editors across all service areas

	
Areas of Accountability/Problem Solving – Decision Making / Scope for Impact

	Strategic improvement decisions
Appointment of third-party suppliers and contracts
Using insight from website transactions and customer feedback, proactively making changes to the operation of the website or other digitals tools to improve the customer experience
Proactive drive to channel shift customer transactions
To lead workshops, training, events
To lead projects; including the collection and analysis of the appropriate data, critical analysis of the information gathered and creative design of solutions to meet the objectives of the project
Identifying and recommending service improvements and areas for development.

	Planning/Organising/Controlling

	· Identify the short, medium, and long terms vision for the development and continuous improvement of the council’s website and digital tools.  
· Analysing needs and implementing solutions to create new ways of working across a range of service areas
· Procure services required to deliver a high performing digital service
· Set the strategic direction for the website
· Work in partnership with colleagues within the Digital Team, IT, the Customer Services Centre, and other services to deliver effective channel shift
· Ensure performance data, analytics and insight is shared and used to drive forward improvements
· Develop the Website Strategy and continuous improvement plan. 




	Customers and Contacts

	Internal
Directors, Heads of Services, Elected Members, Service Managers and Website Editors 
External
Third party suppliers
Officers from other local authorities
Government organisations such as the Local Government Association
Customers and members of the public 


	Service/Team Structure

	





PERSON SPECIFICATION

Candidates must be able to fully demonstrate all essential criteria within their application form to be shortlisted for this role.

	
	Person Specification
	

	
	Essential criteria
	How Assessed
	Desirable criteria
	How Assessed

	Qualifications/ Education / Training / Experience

	Degree or professional qualification in digital delivery or significant demonstrable relevant experience.
Project Management experience
	A/I 




A/I
	
	

	Knowledge /Technical Skills

	Significant knowledge of working with and managing Content Management Systems 
Competence in managing and maintaining a large organisation’s website including strategic development
Experience of developing content-led strategies, channel shift and website redesign.
Experience and knowledge of working with online forms and using this to adapt and change website. 
Experience and knowledge of how to deliver and encourage channel shift. 
	A/I 



A/I




A/I



A/I




A/I


	Knowledge of and experience of using low code IT solutions
Procurement skills
Awareness of Safeguarding
	A


A
A

	Communication

	Competent and confident using Word, Excel, and other Microsoft packages. 
Excellent copy writing and editing skills 
Excellent verbal and written communication skills 
	A



A

A/I
	
	

	Customer Service

	Knowledge and experience of customer journey mapping
Understanding of and commitment to promoting equality and diversity in service delivery and employment.
	A/I



I
	
	

	Team Working


	Self-motivated and able to work on own initiative but also contribute to an effective team environment. 
Proven ability to work on own initiative or part of a team
Strong interpersonal skills; able to establish productive working relationships with key stakeholders.
	A/I





A/I


I
	Proven ability to deliver complex projects on time
	A

	Managing self and others

	Ability to prioritise and manage workload efficiently and effectively and work to tight deadlines, remaining calm and positive, often in challenging and highly stressful situations. 
	A/I
	
	

	Can do approach / Achieving results
	Ability to make timely and balanced decisions using initiative to complete tasks. 
	A/I
	
	

	
Special Requirements


	For business continuity purposes you are required to have access to the internet at home via broadband on a PC, laptop, or tablet.
	A
	
	



How assessed
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A =	Application CV/Personal Statement
C = 	Certificates/professional Registration
D =	DBS police check
E =	Exercise
I =	Interview
M =	Medical assessment



	
For Official Use only

	Job title:
	Digital Customer Experience & Website Manager 
	Post no:
	

	Service:
	Communications & Customer Services
	JE score:
	

	Team:
	Digital Team
	Pay band:
	 6

	Location:
	The Burys
Godalming, 
Surrey GU7 1HR
	Position type:
(If part time, working pattern)
	Full time
37 Hours/ Five-day week


	Competencies:
(Level 1 – 4)
	Communication:
	4
	

	
	Customer Service:
	4
	

	
	Team Working:
	3
	

	
	Managing Self and Others:
	3
	

	
	Can do approach/Results
	3
	


	Reviewed By:
	Henry Ascoli
	Date:
	

	Checked in:
	
	Date:
	

	Last Updated:
	10 July 2024
	Date:
	




Assistant Director of Communications and Customer Services


Digital Lead


Digital Customer Experience and Website Manager 


Digital Developers x3


Assistant Digital Support Officer
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