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Waltham Forest









	Role Title
	Digital Content & UX Manager

	Job Family
	Corporate Development 


	Competency Level
	Manager

	Pay Scale
	PO6

	Purpose

	Waltham Forest has a challenging, customer focused digital agenda. 

As the Digital Content & UX Manager you will own the digital content and user experience strategy, actively driving ongoing improvements to the Waltham Forest digital content and user experience while ensuring day-to-day business as usual updates are managed and delivered at a high standard. You’ll be a skilled at writing high-quality, user-focussed content, understand digital technology and people, and experienced at using insight and data to inform decision making.  

You’ll provide leadership and set standards for your team of content experts, working collaboratively with the digital product and development teams. You will be committed to ensuring that at all times required outcomes (business change, service improvements and council savings) are met to untimely improve the life chances of our residents.


	Generic Accountabilities
	End Results/Outcomes

	Plan and ensure service delivery within a diverse environment. Control activities within the service area and ensure professional standards are delivered.
	The service is delivered to the quality, Council, professional and legislative standards required.
Integrated service development and delivery is informed by client, partner and stakeholder views, latest thinking, good practice and legislative requirements.
Corporate strategies are effectively implemented within area of responsibility.

Service delivers excellent customer service.

	Advise Senior Managers, Members and others on issues relevant to the service area. Provide professional challenge and advice to colleagues, managers and partner organisations.
	Expert professional advice, interpretation, information, support and challenge are provided to Waltham Forest and external parties on the full range of operational, legislative and strategic issues within the field of expertise.

Responses to major corporate or partner initiatives / complex operational issues are managed effectively.

Major issues are managed through to a satisfactory conclusion with final decisions being made by Head of Service/Senior Management.

Feedback and complaints procedures are developed and managed. Complaints are effectively resolved.

	Ensure the development and delivery of continuous improvements in all aspects of the service.
	Improvements are developed and delivered effectively.

Stakeholder requirements are met.

	Lead, motivate and develop staff to create and maintain a highly competent and participative workforce.
	Instrumental in ensuring a workforce development strategy is designed and delivered, including induction of new staff.

The team is highly competent, effective, motivated and outcomes focussed. 
Recruitment, induction, development, performance reviews, employee relations and all HR processes and planning is completed to the required standards and timescales.
Effective team meetings take place to required timescales.
Regular supervision is undertaken and clear objectives set and monitored through the Council’s Appraisal process.

	Identify, secure, deploy and manage the resources necessary for the professional service area to meet/exceed its objectives.
	Resources including, equipment, people, and systems are utilised optimally and efficiently.
Budgets are planned, developed and delivered. Value for money is maximised.
Financial expenditure and financial integrity are controlled to assure regulatory and Council policy compliance.

	Prepare and present a full range of reports (both standard and non-standard) covering area of responsibility.
	Reports are prepared, distributed / presented to the appropriate committee/ to the required standards and timescales.
Evidence based recommendations are made.

	Ensure the successful implementation of health and safety legislation, policies and practices.
	Risks to staff and others are assessed and managed.
Suitable health and safety instruction and training are provided.
There is a safe working environment.

	Act in accordance with all policies and procedures which apply to the job and understand the reasons for this.
	All policies and procedures are complied with.

	Job-specific Accountabilities
	End Results/Outcomes

	Lead and manage the Digital Content team, ensuring they continually strive to improve digital experiences for customers, delivering quality work as per their objectives and addressing any performance issues as appropriate.
	Lead the Digital Content team, providing the vision and ongoing leadership that ensures they are successful in delivering outcomes and intended benefits.
Team members are equipped with the necessary skills, experience and behaviours. They understand the expectations of their role within the wider Digital team and are set objectives that they consistently meet or exceed.
Ensure direct reports receive the necessary level of guidance and support to achieve their goals, identifying opportunities for individual growth and agreeing areas for development.
Provide timely and constructive feedback on a regular and on-going basis to direct reports as a part leading their overall achievement and development.
Reflect with the team to continuously self-learn.

Any under-performance is identified and addressed at the earliest opportunity.

	Own the Digital Content and UX strategy and roadmap.
Plan, direct, coordinate and execute activities to drive continual improvement to the Waltham Forest digital customer experience.


	Develop and implement a digital content strategy and optimisation programme that supports the digital team mission to ‘build services so good, that people prefer to use them’. Drive channel shift from traditional channels into digital, while improving customer satisfaction.
Drive continuous refinement and improvements to the strategy and roadmap, developing, testing and refining methodologies to continually improve quality and effectiveness of content and assets on websites and digital services.
Ensure the corporate website is effective and best in class, through continual monitoring, evaluation and by making continual improvements.

Actively seek technology solutions to content problems, making content creation, maintenance and curation as streamlined and as efficient as possible.
Work closely with the wider digital team to plan and implement content and user experience changes required to optimise existing services, or launch new ones.

	Set digital content and user experience standards.


	Establish content best practice and implement standards, processes and best practices for content creation, distribution, maintenance, optimisation and retrieval.
Ensure all content is on-brand, of a consistent quality and tone of voice, and optimised for accessibility, SEO and search.

Ensure editorial principles and processes are documented, kept up-to-date and stored within the Digital Team wiki, accessible to all team members at all times.

Provide digital guidance, training and upskilling to the Digital Content team as required.

Lead on accessibility good practice ensuring where possible websites and digital services are meeting AAA standards.



	Champion the use of and utilise analytics to make effective content and experience decisions and changes.
	Utilise a range of analytics platforms including Google Analytics, Siteimprove, GovMetric, HotJar and Firmstep CRM to measure, track and analyse the effectiveness of digital content against defined measures of success.
Use this data to inform day-to-day decision-making in the Digital Content team. Interrogate analytics to uncover trends and action changes accordingly.

Educate and embed processes to ensure where possible data is used to drive continuous improvement.

Ensure that key performance measures (such as website visits, top tasks, completed / uncompleted tasks, satisfaction rates, landing pages, portal sign up rates and other such measures as appropriate) are agreed with senior managers and reported on monthly.

	Digital content creation.
	Creation of digital content to support projects and content strategy initiatives. 

Demonstrate superior copy writing and editing skills, attention to detail and discipline to follow established policies and processes.

	Provide user experience expertise and guidance to stakeholders, team members and projects to ensure the customer is kept at the heart of everything we do, and decisions are made with the customer in mind.

	Own user experience within the Digital team. As required support projects and large scale content changes with the mapping of user journeys, designing interactions and user interfaces.
Manage the ‘Digital Testers’ resident user group.
Support the wider digital team to seek feedback and engage with user testing via the Digital Tester resident user group. Ensure Digital Testers are engaged consistently year round and keep updated on changes they have fed in to.

Build knowledge across the team by holding regular user experience reviews and to help drive the understanding and importance of user experience.

	Manage business as usual requests, ensuring websites and digital services are kept up-to-date, and requests are completed on time, to quality stakeholders are kept informed on progress.
	Ensure the Digital Content team is monitoring, assessing, responding to and auctioning all BAU requests within agreed SLAs.

All Digital team FOIs and Complaints are responded to promptly within SLA.
Provide out of hours support when required for critical issues affecting websites, tools and services.

	Represent and champion the Digital Team, the excellent work and outcomes it is delivering.
	Be a Digital Team advocate on all occasions, positively promoting what they do, how they do it and the outcomes the team is achieving.

	Nature of Contacts


	The ability to build strong relationships is essential in this role. You will need to quickly earn the trust of project sponsors, stakeholders and the Digital team, proactively understanding their priorities and keeping them updated on progress. If there’s conflict, you’ll resolve it, delivering tough messages with grace and diplomacy in a non-technical language that your stakeholders understand.
· Frequent contact with Heads of Service, and senior representatives from external organisations in both the public and private sector, providing expert advice, guidance and support on content and user experience related issues.
· Build strong relationships with senior and junior representatives from across the organisation, acting as a Digital Champion, educating and advocating good digital content practice.
· Build a strong relationship with Customer Services.

· Report the Head of Digital Services, keeping them informed on progress and challenges, and taking their steer on the direction of service.
· Manage relationships and collaborate with key stakeholders and delivery partners including negotiation of complex political issues, contractual agreements / amendments and delivery milestones to ensure projects run smoothly and meet stakeholder expectations.
· Daily interaction and partnership working with the Digital Product and Development teams to successfully deliver outcomes that meet organisation goals.
· Line management and mentoring of Digital Content Designer and Digital Content Editor.
· Will involve direct contact with members of the public, including Digital Testers and Digital Champions.


	Procedural Context



	This is an exciting time to join Waltham Forest – London’s first Borough of Culture. 
As the Digital and UX Manager you will lead the Digital Content team and ongoing evolution of our digital content assets, ensuring websites, digital services and journeys are simple and intuitive, striving to encourage more and more of our residents to engage with us online.
This role lives and breathes the customer experience and digital content, ensuring quality of content, and the way in which it is organised, displayed and communicated enables all Waltham Forest residents to have positive digital experiences and find the information they are looking for quickly and easily every time.

You will make major contributions to strategic projects and everyday BAU improvements, working with stakeholders within Services and across the Corporate Development team (Transformation, Communications, IT and Digital) with the goal of supporting our resident’s needs and encouraging them to return to digital more and more often.
Reporting to the Head of Digital Services you will create and implement Waltham Forest’s digital content strategy, overseeing the creation and optimisation of all digital content, using data and analytics to drive on-going improvement.

You will be deeply passionate about improving people’s lives, digital content and user experience.

Occasionally the post will be expected to work from other locations.
Reports to: Head of Digital Services.

	Key Facts and Figures

	The Digital Content and UX Manager will have responsibility for delivering programmes of content improvements that may have significant impact upon the design and operation of council services.

	Resourcing

	Budget Responsibilities: None.

Supervisory Responsibilities: Manages the Digital Content team.

	Knowledge, Skills and Experience

	· Strong digital content background with proven track record and solid experience of creating content for digital services.
· Proven experience in writing, delivering and tracking engaging digital content strategies.
· Familiarity with analytics is essential. You will be comfortable extrapolating insight from data and driving informed changes and improvements. 
· A passion for user experience and digital content, keeping up to date with latest and emerging industry trends and technology.

· An excellent grasp of UX techniques, methodologies and tools, experienced in creating wireframes, personas, user journeys, site maps and diagrams, as well as prototypes as required.
· Experience in user experience testing or other similar customer experience improvement tools.
· Experienced in planning, directing and co-ordinating a mixed and varied workload of conflicting priorities, responding effectively to the needs of all customers.
· Proven experience in a leadership role with strong interpersonal skills, influencing and people engagement skills.  An exceptional communicator able to operate and empathise with stakeholders and business groups, influencing and gaining commitment to objectives.
· Experienced people manager.  Actively build and maintain morale levels within the team through open communication and activities that foster a sense of team unity and a focus on the achievement of results. Ensure the Digital Content team is high performing and following agile methodologies where possible and continuously striving to improve digital customer experience.

· Excellent planning and organisational skills, coupled with a strong focus on the delivery of the objective. 
· High degree of endurance and flexibility to work through multiple iterations of work and quickly manage changing priorities and diverse subject matters.
· Ability to deliver under pressure and provide informed responses to leadership in short timeframes.
· High level of organisational and strategic awareness.
· Familiar with working in an agile environment and of development processes.

· Proactive and results-oriented, creative and innovative in finding solutions to complex problems.

· Excellent command of the English language, both written and spoken.
· CMS experience and basic HTML skills required.


	Indicative qualifications

	Educated to degree level or equivalent standard.

	Experience of working in an agile environment and Agile Certification desirable.  

	Evidence of continuous professional development.


The above profile is intended to describe the general nature and level of work performed by employees in this role. It is not intended to be a detailed list of all duties and responsibilities that may be required. This role profile will be supplemented and further defined by annual objectives, which will be developed in conjunction with the post holder.  It will be subject to regular review and the Council reserves the right to amend or add to the accountabilities listed.
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