	SEVENOAKS DISTRICT COUNCIL


	
	JOB DESCRIPTION
	

	
	

	
	

	TITLE OF POST
	Customer Transformation Officer

	
	

	SECTION
	Customer and Resources

	
	

	BAND
	D 

	
	

	RESPONSIBLE FOR
	 N/A 

	
	

	RESPONSIBLE TO
	Customer Insights Team Leader

	
	


Purpose of post: 

The role will support, develop, and maintain a sustainable online platform that meets the needs of the council and its customers. Working in conjunction with other team members across the Customer Insight team, the post holder will also be responsible for providing insight in to future development of service delivery with a particular emphasis on improving the customer experience.
Key Activities:

· To support, develop and maintain a sustainable online platform that meets the needs of the council and its customers.
· To support and maintain existing programs, databases, and software.
· To ensure developed code is stored within version control and correctly documented.
· To keep abreast of emerging digital opportunities that could be deployed within the council.
· Advise individual services on the available technology solutions that will drive service improvements and efficiencies.
· To map and analyse the processes associated with the delivery of services.

· Use a variety of consultation, facilitation, and presentation techniques to ensure that all staff and stakeholders relevant to a particular project and service area are engaged in the process.   

· Deliver projects as required, utilising Agile project management methods.
· To support the Customer Insights Team Leader to deliver projects that enable continuous improvement in service delivery.

· Record and document work undertaken during projects, capture the learning from the projects and collate evidence to demonstrate project outcomes. Present this in ways that can be easily shared with partners.  

· To establish and maintain good working relationships and effective communication with service managers, staff, stakeholders, and customers throughout the projects.
· To participate in any relevant training for the duties of this post and to achieve the key objectives of the Council.

· To participate fully in the Council’s staff appraisal scheme.

(
To comply with standard employee Health & Safety at Work responsibilities.

(
To comply with the Council’s Equal Opportunities policy.
(
To comply with the Council’s Safeguarding policy. 

(
To comply with the values and behaviours of the Council. 

(
To carry out any other related duties as may be directed from time to time by the Corporate Customer Services and Delivery Manager
Location:
Council Offices, Argyle Road, Sevenoaks
SEVENOAKS DISTRICT COUNCIL
	
	PERSON SPECIFICATION
	

	
	
	

	TITLE OF POST
	Customer Transformation Officer
	

	
	
	

	POST NO.
	
	


	
	Essential


	Desirable

	Approach
	Customer focused.
Build and maintain good working relationships internally and externally and work effectively in varied team settings.

Ability to demonstrate respect for others by acknowledging their ideas and contributions.

Excellent communication skills at all levels.
Ability to manage and prioritise conflicting demands.

Attention to detail.
Problem solver.
Confident.
Flexible.
Patience.
Ability to use own initiative.

Methodical approach to work.

Ability to work within a team, as well as independently.
	

	Skills/
Experience
	Knowledge of web technologies, APIs, IT infrastructure, digital channels, mobile phone and web developments and new ways of working.

Proven customer focused experience.

Ability to analyse data, think flexibly, identify issues, and develop options that improve Customer Experience.

Identify opportunities for improvement and working with stakeholders, develop new models of service delivery.
Capable of implementing changes, maintaining, and improving services.

Process improvement techniques. 
Experience of process mapping techniques.
	Experience with developing on a low-code platform.

SQL scripting knowledge

Experience of working in a local government environment. 

Knowledge of web accessibility and best practice
Knowledge of Google analytics.



	Qualifications


	Level 3 qualification e.g. A level, or BTEC award or certificate or diploma in a relevant field
	Agile project management

	Other
	Passionate about improving the customer experience.

Excellent IT skills including MS Office.
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