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Digital Process Delivery Officer


	Department 
	Community and Environmental Services

	Service 
	Digital Customer Experience Team

	Grade
	I

	Reports to
	Digital Platform Manager

	Responsible for 
	No line management responsibility

	Job reference
	11175



	Job Purpose 


	To develop and support NCC’s digital platforms that allow customers to engage with us digitally (contact us, request information, complete transactions/payments, report issues) and for tasks to be passed to back office teams as easily and efficiently as possible. 

Work with technical colleagues and departmental stakeholders to drive through digital transformation and channel shift to ensure solutions meet both business and technical requirements.

Work with business stakeholders, development teams, and supplier resources to keep the development of customer solutions moving through all required stages to operationally live status (via sprint practices), in line with agreed business rules and best practice defined by the Digital Platforms Team and stakeholders.  

To share digital platform knowledge and skills with the wider team and across Norfolk County Council where appropriate.


	Context 


	The role is responsible for delivery, continuous improvement and support activities relating to NCC’s digital platforms that support customer engagement; from web forms through workflow to queues for back office teams to receive work. 

Key responsibilities include confirming requirements, identifying technical solutions, planning, and working with colleagues to coordinate the transition from one development stage to another and unblock any obstacles in the development process.

The role requires skills in low code environments, plus experience in managing integrations with databases, payment systems, and other third-party systems, to be able to understand and unblock technical development.  

Key in this role will be experience in working with business owners and technical colleagues to develop robust customer digital processes, using agile practices, while adhering to our agreed best practice design standards and principles.

People in this role must also have experience of working and delivering within light touch governance frameworks.

The role must be carried out in accordance with NCC’s Customer Service Strategy, Accessibility guidelines (WCAG 2.2), ICT strategy and Technical Architecture Strategy.

The role is office-based with normal working hours.



	Accountabilities 

	To support the delivery of development through sprints: Lead and facilitate sprint sessions, including daily stand-ups, sprint planning/scoring sessions, sprint reviews, and Retrospectives to ensure the team remains focused on development, including dealing with enquiries about tickets in the active sprint.


	Refine and prioritise the product backlog, translating complex business requirements into clear User Stories for form logic, validation, and process functionality.


	Identify and remove blockers that hinder the development, by ensuring that form processes meet best practice, and requirements are well developed and understood (with consistent ticket content), working with the DCEX team and stakeholders to clarify where needed.


	Use delivery metrics (eg  developer capacity and sprint points analytics), and feedback from retrospectives to inform managers and stakeholders on delivery progress and improve the throughput of form deployments.


	Support the end delivery of developments into operational use by actively undertaking deployments, along with colleagues in DCEX, in line with deployment and environment processes and best practice, (including ensuring documentation is available for handovers to support processes, and rolling back deployments/defining workarounds if needed).


	Ensure all developed forms and processes meet all acceptance criteria and end-to-end testing requirements, including accessibility standards, cross-device compatibility, and secure data handling.


	Understand how new and existing forms and web processes are aligned to best practice as it relates to user experience, accessibility and business needs


	Maintain system knowledge to understand system capacity, functionality and integrations to support translation of requirements into effective processes and keep development active through all its stages.


	Deputise for the Digital Platform Manager where appropriate, share knowledge, skills and best practice with other team members and support more junior members of the team where appropriate.

	






Person specification

	Skills and abilities:
	Essential (ü)
	Desirable (ü)

	Demonstrable understanding of how to design and create customer-friendly online forms and transactions, using an appropriate software package, with a clear understanding of how web forms and processes contribute to a positive user experience as part of the wider ‘customer journey’.

Knowledge and understanding of wider technical infrastructure including servers, network and database management and application environments, eg:
IIS
Active Directory
Exchange
Security

Demonstrable ability to interpret available analytics and customer data and use them to inform decision making.

Knowledge and understanding of relevant standards, including: General Data Protection Regulation (GDPR) and the importance of data quality and consistency; and web accessibility standards and how to apply them to forms.

Good facilitation skills to guide teams through rapid iterative cycles.

Strong ability to resolve technical bottlenecks related to form logic or integrations between forms and backend systems.

Able to plan, organise and deliver operational and project work consistently within agreed deadlines under own initiative.

Evidence of clear, concise and articulate communication skills, and the ability to convey complex information in an understandable manner.

Ability to work in partnerships and collaborative working with customers, suppliers and colleagues; and use good interpersonal skills, with evidence of ability to persuade, influence and drive change. 

Experience of working in a large local authority/public
sector/ private sector web operations environment.

Technical knowledge of the main technologies, including:
-CSS
-Html
-Javascript
-Integration services
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	Knowledge/Experience
	Essential (ü)
	Desirable (ü)

	
A proven track record of technical web form design and development, including using web applications to make business processes more efficient.

Has developed fully integrated web processes using/ building on online packages.

Has moved developments through an iterative cycle, including all stages from requirements scoping and build/testing, to sign-off and deployment to live operational use (as well as experience of rollback and version control procedures.

Has led/ managed projects with a range of business areas.

Experience of agreeing customer/business needs and translating them into appropriate technical requirements; and influencing business to choose solutions that deliver better outcomes for customers.

Experience of agile practices in a digital product environment.

Has worked in a large local authority/ public sector/ private sector web operations environment.

Has successfully extended and integrated web applications using Javascript skills.
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	Qualifications
	Mandatory (ü)
	Indicative (ü)

	Educated to Degree level or equivalent experience.

GCSE English and Maths (or equivalent).

Specialist training in web systems/ forms creation software eg GOSS, Sitecore, Microsoft Dynamics, Firmstep

Relevant Microsoft qualification

Industry recognised web training and development.
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	The Council’s values 
· Accountable – We are honest and accountable.
· Inclusive – We champion inclusivity and equity.
· Ambitious - We want a better future for Norfolk.
· Trusted – We build and maintain trust.



	Other Job Information (special factors or constraints and physical requirements or environmental conditions that the job holder will encounter, including how long they last and how often they occur)

	
Will be expected to work collaboratively with other members of the team, ICT, the wider department and across the whole of Norfolk County Council where appropriate. 

You will occasionally be asked to work “out of hours”, particularly during times of corporate disruption.  This will be on a rota basis with payment for both standby and callout activity as defined by the Digital Platform Manager.





	General Information
· The job description details the main outcomes of the job and will be updated if these outcomes change.

· All work performed/duties undertaken must be carried out in accordance with relevant County Council and Departmental policies and procedures, within legislation, and with regards to the needs of our customers and the diverse community we serve. 

· Job holders will be expected to understand what is meant by safeguarding vulnerable groups (children, young people and adults) and how to raise concerns.

· Job holders will be expected to be flexible in their duties and carry out any other duties commensurate with the grade and falling within the general scope of the job, as requested by management.
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