POST DETAILS

1. DETAILS	
	Business Centre:			Digital Services
	Post Title:				Digital Experience Officer  
	Division:				Resources
	Post No:				B2379
	Section:				Digital Transformation
	Grade:				8/9
	Work Base:				Civic Centre
	Prepared/Agreed by	:		Linda Norman / Stephen Bowen
	Date:					April 24

2. ORGANISATIONAL RELATIONSHIPS
Reports to:	          			Digital Delivery Manager
	Deputising Responsibility:		N/A
	Directly Supervises:			N/A

3. RESPONSIBILITIES FOR RESOURCES
N/A
	
4. JOB PURPOSE & OBJECTIVES

Job Purpose
The Digital Experience Officer role focuses on transforming resident and business interactions with Runnymede Borough Council. The role sits within a multi-disciplinary digital experience and delivery team focused on the three pillars of the Council’s Digital Platform. 

The role will oversee the creation and management of high-quality website content, ensuring residents and businesses have a clear, informative, and accessible experience on our website. Acting as a administrator for our Content Management System. 

Using evidence, insight and customer feedback the role will analyse data to identify areas for improvement in the CRM, website and online services. 

Collaborating with internal teams, the role will identify areas for improvement and design new online services that are efficient, user-centred, and accessible.

Finaly the role will contribute towards the design, build, and deployment of new workflows within our CRM system in an effort to streamline customer experiences and back office processes across the Council. 

This will feed into our vision to channel shift customer contact through the following channels: 

· In person (face to face)
· By telephone
· In writing by post, e-mail and text
· By electronic channels including web chat, social media and mobile applications

Objectives

To maintain the day-to-day running of the council’s corporate website, its content management system seeking to improve the user experience for our customers. 

To act in a content designer role, collaborating with contributors to create, develop and improve their web content and end-to-end journeys, using evidence, data, including Google Analytics and customer feedback, and research, to inform your decisions. 

To manage the currency of corporate content and be part of the approvals team to make sure all web content is customer-focused, written in plain English, and accessible. 

To create, maintain and administer customer-focused online forms that allow our customer to ‘self-serve’. 

To manage the monitoring and analysis of website data, including customer journeys and feedback to drive improvement. 

To conduct usability testing on new sections and new developments, ensuring manual and automated testing is conducted to a robust standard. 

To raise usability and accessibility issues with IT and suppliers, collaborating with them to ensure that solutions and fixes put the customer first. 

To manage the raising and monitoring of bugs to ensure they have been followed up; to test solutions and fixed. 

To develop and implement test plans to ensure transactional services and new developments work. 

To protect the corporate brand, monitoring, managing, and advising on the council’s web style guides and its visual identity guidelines.

To attend, and be involved in, supplier meetings and user groups. 

To be a champion and a point of knowledge for usability and accessibility, including the Public Sector Bodies (Websites and Mobile Applications) (No.2) Accessibility Regulations 2018. 

To maintain an excellent working knowledge of industry, future trends, and legislation to generate service improvement ideas and to be a point of technological help for key stakeholders like Councillors.

To provide administrative and technical support to the Customer Services Management and Digital Transformation teams in the delivery of innovative digital contact and act as the subject matter expert for the combined Website, Forms and Customer Relationship Management (CRM) systems. 

Provide expert advice, support guidance and signposting on all Council services. 
Engage with initiatives that improve service delivery performance and efficiency as set  out in the Customer First and Digital Transformation Strategies. 
Collaborate in the implementation of, and training in any new assigned services moved into Customer Services and through the telephony, website and CRM systems.

5. MAIN DUTIES OF THE POST
· Provide reports and analytics on CRM and website data. This information will be used to track the performance of the CRM system, identify trends, and make decisions about how to improve the system and services that are built within it.
· Investigate and identify customers’ needs and requirements and aim to resolve the majority of their enquiries without onward referral by analysing processing as required
· Ensure all customer interactions are managed and resolved in an efficient and timely manner, managing customer expectations regarding timescales, resolution and fulfilment
· Ensure all customer interactions and procedures comply with agreed codes of working practice and are carried out to the required quality standard
· Attend external stakeholder meetings on Customer Engagement as required
· Ensure customer rights are safeguarded, including Data Privacy Impact Assessments (DPIA) and data retention policies	
· Troubleshooting online customer issues including but not limited to online service and OneAccount. 
· Analysis of customer contact and insight to identify root cause for demand to feed into product, content and customer experience improvements.
· Analysing and responding to customer feedback from the website feedback module to feed into online customer service improvements. 
· Provide training and support to service areas to ensure that the content of the website remains consistent, informative and compliant. 
	Communication and Technology
· Use all relevant council and partner ICT systems effectively ensuring databases and information systems are updated accurately and appropriately.  Maintain records, files and statistical information. 
· Process and authorise transactions using appropriate computer based information systems and customer relationship management databases. 
· Manage the CMS data, this includes tasks such as cleaning and validating data, ensuring that data is accurate and up to date
· Report to the data owner any discrepancies in the information systems or where additional information or advice is needed
· Identify quickly where on-line advice is not readily available, re-direct customers appropriately and instigate a remedy with the data owner/author
· Maintain strict confidentiality at all times and adhere to Data Protection legislation and service guidelines on the use of data
· Assist with testing online service prototypes within the team and ensure that all interactions and user journeys across our websites and services are consistent
· Demonstrable data-driven mindset and an aptitude for technology: experience of understanding and deploying tools, technologies and data that help the council deliver, manage, measure, and improve customer experience.
· Assist in the preparation and delivery of service review workshops to inform requirements gathering and the design and development of online Council services. 
· Ensure a consistent approach to the customer journey across all council processes and use customer focused language in all our communication
	Contributing As Part of A Team
· Create a positive work environment that fosters team performance through own work and behaviour
· Contribute to the delivery of team and service Key Performance Indicators. 
· Proactively support colleagues, sharing knowledge and experiences and provide and mentoring to new Advisers to enable them to deliver an improved service to customers
· Identify and disseminate good, consistent practice across the team, and recommend improvements that will improve service standards or the efficiency of the team
· Engage and support the introduction of new processes and services into Customer Service
· Ability to work flexibly and occasional out of hours
General
The above is a record of the main duties and responsibilities of this post at a given date . As necessary, following consultation, duties may change from time to time to meet the requirements of the service.


	PERSON SPECIFICATION
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	Post Name:
	Digital Experience Officer 
	Post Number:
	B2379

	Completed By:
	Linda Norman / Stephen Bowen
	Date:
	July 24



	Essential
	How Assessed?
	Desirable
	How Assessed?

	
	A.C
	INT
	
	A.C
	INT

	Education & Training
	
	
	
	
	

	
	
	
	
	
	

	Good standard of numeracy and literacy.

GCSE or equivalent in English and Maths (at Grade C or above).

	

	

	Relevant degree or professional business qualification. 


	
	

	
	
	
	
	
	

	Experience & Knowledge
	
	
	
	
	

	General
	
	
	
	
	

	
	
	
	
	
	

	Experience of working with a Content Management System(s). 

	
	
	Experience in development of  CRM and website systems. 
	
	

	
	
	
	
	
	

	Experience using ICT to input and retrieve information.
	
	
	Experience in developing Website strategy and management. 

	
	

	
	
	
	
	
	

	Experience and application of creating and publishing content on public facing websites. 
	
	
	Understanding and application of implementing accessibility, brand and style guidelines across digital platforms. 

	
	

	
	
	
	
	
	

	An understanding of what the customer expects from the service.

	
	
	
	
	

	An understanding of data protection principles.

	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	



	Essential
	How Assessed?
	Desirable
	How Assessed?

	
	A.C
	INT
	
	A.C
	INT

	
	
	
	
	
	

	Personal Qualities/Personality
	
	
	
	
	

	
	
	
	
	
	

	Ability to remain calm under pressure.
	
	
	
	
	

	
	
	
	
	
	

	Ability to elicit information in a tactful and diplomatic manner.
	
	
	
	
	

	
	
	
	
	
	

	Emotional intelligence and sensitivity in the handling of vulnerable customers.

Ability to communicate technical complexity to non-technical audience

To manage workloads effectively to prioritise demands and meet deadlines

	






	







	
	
	

	Creativity in simplifying and communicating technical or complex subjects

	

	

	
	
	

	
	
	
	
	
	

	Skills
	
	
	
	
	

	
	
	
	
	
	

	Attentive - able and willing to focus on what is being communicated.
	
	
	
	
	

	
	
	
	
	
	

	Analytical with good problem - solving skills. 
	
	
	
	
	

	
	
	
	
	
	

	Ability to absorb a range of knowledge required and apply it to practical problems. 
	
	
	
	
	

	
	
	
	
	
	

	Versatile - ability to undertake a wide range of tasks/duties.
	
	
	
	
	

	
	
	
	
	
	

	Adaptable – willing to adapt to new situations and approaches learning new tasks and work in a positive and constructive manner.
	
	
	
	
	

	
	
	
	
	
	

	Collaborative – able to work in a constructive way with others.
	
	
	
	
	

	
	
	
	
	
	

	Confident
	
	
	
	
	

	
	
	
	
	
	

	Compliant – accepts direction.
	
	
	
	
	

	
	
	
	
	
	

	Pragmatic – able and willing to propose and negotiate practical solutions to resolve customers’ requirements.
	
	
	
	
	

	
	
	
	
	
	









	Essential
	How Assessed?
	Desirable
	How Assessed?

	
	A.C
	INT
	
	A.C
	INT

	Business-focussed – able to balance customers’ requirements with the requirements of the service and organisation.
	
	
	
	
	

	
	
	
	
	
	

	Productive – Able to deliver outcomes, not simply follow processes.
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