
 

 

 

 
 

London Borough of Lambeth 
 

Job Description 
 

Resident Experience and Digital 
 

 

Designation:  Digital Officer 
 
Grade:   PO1 
 
Directorate:  Residence Experience 
 
Responsible to:  Head of Service for Digital and Design 
 
Responsible for:  No line management responsibilities 
 

 
1. Purpose of the job 
 

To develop, and maintain content and end-to-end user journeys on the council’s 
digital platforms, including the main website, ancillary sites, eForms and 
associated online applications, so that they meet the needs of internal and 
external customers. 
 
To work with the Head of Service for Digital and Design on implementing and 
building on the Council’s digital strategy and customer experience strategy. 
 

 
2. Principal accountabilities 
 

1. To record, escalate and resolve customer queries relating to the council’s 
Website, Digital Customer Portal , eForms, Intranet and other key products. 
 

2. To assist with the procurement and contract management activities 
undertaken by the council’s digital service area. 
 

3. Use content management systems to create, review and update online 
content based on evidence from user research, user testing, feedback, and 
analytics. 
 

4. To determine the best format for displaying information to the user and 
produce content autonomously. 

 
5. To use ‘Plain English’ and communicate complex topics and processes in a 

way that online users can understand with ease. 
 



 

 

6. To collaborate with subject matter experts and ensure the accuracy, 
relevance, and timeliness of digital content. 

 

7. To produce content that complies with Web Content Accessibility Guidelines 
(WCAG 2.1 – Level AA) and promote web accessibility throughout the 
organisation.  

  

8. To use and support the development of in-house style guides and quality 
management systems. 

 

9. To carry out regular site maintenance including link-checking, accessibility 
checks, site reliability, archiving and audience usage analysis. 

 

10. To highlight personal training and development requirements needed to 
carry out the responsibilities of the post. 

 
11. To maintain an awareness of technology advancements and make 

recommendations that enhance the Council’s digital offer. 
 

12. To work within the context of legislative frameworks and carry out the 
responsibilities of the post with due regard to the Council’s Equal 
Opportunities, Health & Safety, and Investors in People Standard. 

 

13. Such other duties as may be reasonably required, commensurate with the 
nature and grade of the post. 

 
 

 
  



 

 

Resident Experience and Digital 
  

Person specification 
 

Digital Officer (PO1) 
 
 

It is essential that in your written supporting statement you give 
evidence or examples of your proven experience in each of the 
short-listing criteria marked Application (A) 
 
You should expect that all areas listed below will be assessed as 
part of the interview and assessment process should you be 
shortlisted. 
 
If you are applying under the Disability Confident scheme, you will 
need to give evidence or examples of your proven experience in the 
areas marked with a “Tick” (✓) on the person specification when you 
complete the application form. 

 

 

Shortlisting  

Criteria 

Qualification Q1 Educated to degree level or equivalent 
work experience. 

 

Key 
Knowledge 

 

K1 Good working knowledge of web 
technologies including websites, 
customer portals, eForms, and Web 
analytics tools. 

A✓ 

 K2 Good working knowledge of HTML, CSS, 
SEO and UX design. 

A✓ 

 K3 Understanding of information 
management in a large scale 
organisation. 

 

 K4 Understanding of usability and 
accessibility challenges for digital 
products, including responsive and 
adaptive design 

A✓ 

 K5 Good copywriting and editorial skills.  

 K6 Understanding of public sector and local 
government digital transformation 
practices. 

 

 K7 Good working knowledge of Microsoft 
Word and other Office 365 packages. 

 

Relevant 
Experience 
 

E1 Web editing using web design software 
and / or using content management 
systems to maintain content on Internet, 
Intranet, eForms, Apps and Customer 
Portals. 

A✓ 

 E2 Designing electronic forms (eForms) that 
facilitate online transactions. 
 

A✓ 

 E3 Writing and editing for an on-line 
environment 

 

 E4 Experience of working in an agile 
environment to deliver content projects 
for internet and Intranet platforms. 

 

 E5 Using monitoring software and other 
digital assurance tools to maintain the 
quality of digital products. 

 



 

 

 E6 Demonstrable experience of handling 
web requests / queries, issue 
management, escalation and resolution. 

 

 E7 Operating to tight deadlines in highly 
pressurised environments 

 

 E8 A demonstrable understanding and 
experience of communications practice 

 

Core 
Behaviours 

 

B1 Focuses on People- is about 
considering the people who our work 
affects, internally and externally. It’s 
about treating people fairly and improving 
the lives of those we impact. It’s about 
ensuring we have the right processes in 
place. 

 

A✓ 

 B2 Takes Ownership: - is about being 

proactive and owning our personal 

objectives. It’s about seizing 

opportunities, driving excellence, 

engaging with the council’s objectives, 

and furthering our professional 

development. 

 

 

 

 B3 Works Collaboratively: - is about 

helping each other, developing 

relationships, and understanding other 

people’s roles. It’s about working 

together with colleagues, partners, and 

customers to earn their respect, and get 

the best results 

A✓ 

 B4 Communicates Effectively: - is 
about how we talk, write and engage 
with others. It’s about using simple, 
clear, and open language to establish 
positive relationships with others. It’s 
also about how you listen and make 
yourself open to conversation. 

 

 B5 Focuses on Results is about ambition 

and achievement. It’s about making sure 

we are working towards the end product 

and considering the effect of our service.  

It’s about making the right impact, having 

the right result and changing things for 

the better. 
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