Sensitivity: Public

Sensitivity: Public

Sensitivity: Public

	JOB PROFILE - Digital Solutions Officer – Customer Service 

	Grade F

	Job Purpose 

Reporting to the Head of Customer Experience and working collaboratively with the digital delivery officer, the role will support the transformation of customer service operations through the effective technical delivery, configuration, testing and ongoing development of low code platforms, case management and omnichannel contact centre solutions. 

This includes capturing technical requirements, documenting configuration decisions, managing user testing and implementation and making routine workflow and configuration decisions within agreed standards. The role will use system insight and performance information to identify practical improvements that streamline processes, reduce manual tasks and improve customer experience for residents.

	Experience 
· Experienced in the use of low-code platforms 
· Experience of creating custom workflows, digital forms and applications using drag and drop interfaces 
· Knowledge of contact centre solutions and related technologies
· Experience of testing and user feedback to improve functionality and user experience
· Awareness of the benefits of AI in a customer services environment
· Experience of supporting digital projects, system implementations or service improvement workstreams.


	Functional Responsibilities 
· Configure, test, develop and implement low-code platforms, workflows, RPA, digital forms, case management and customer contact solutions that meet agreed service requirements and support effective customer service delivery.
· Translate service and operational requirements into workflow designs, technical specifications, configuration changes and testing scenarios, making routine workflow and configuration decisions within agreed standards.
· Assess system capabilities, integrations, automation, AI and RPA functionality, identifying practical opportunities to reduce manual processing, improve consistency, strengthen resilience and support better customer outcomes.
· Lead or support discovery, requirements capture and process mapping with service areas using findings to assess options, agree practical solutions and recommend improvements.
· Independently manage assigned tasks and workstreams, prioritising activity, resolving routine issues and making day-to-day decisions to support timely delivery.
· Maintain configuration notes, build documentation, data dictionaries, change logs, issue registers and knowledge base articles so system changes are controlled, traceable and understood.
· Coordinate user acceptance testing, release testing, defect resolution and post-implementation reviews, deciding when issues can be resolved locally and when escalation is required.
· Liaise with ICT, suppliers, the Digital Delivery Officer and service areas to clarify requirements, investigate issues, support releases and implement agreed changes.
· [bookmark: _Int_uVUSEKNs]Evaluate risks, issues or technical concerns, taking appropriate action within defined parameters and escalating with recommendations where system performance, resilience or customer experience may be affected.
· Use system data, workflow performance information and user feedback to identify trends, assess options and recommend service or system improvements.


	
Knowledge, Skills and Abilities 

· Knowledge of Microsoft Office 365 
· Technically proficient in the configuration of customer-focused, low code digital platforms
· Awareness of data migration considerations when transitioning to new digital solutions 
· Ability to work as part of a team and on own initiative.
· High degree of accuracy and attention to detail, avoiding errors in system configuration.
· [bookmark: _Int_sgILHu4i]Highly developed interpersonal skills, with the ability to communicate effectively with colleagues, users and stakeholders.
· Willingness to undergo training to enhance skills and knowledge
· [bookmark: _Int_iB9zM196]Ability to work with suppliers in relation to support, releases and development.
· Methodical and organised approach to work, ensuring efficient task management.
· Ability to manage a demanding workload, prioritising tasks to meet deadlines.
· Ability to ensure data accuracy and compliance with standards including GDPR.
· Understanding of process mapping techniques and workflow design principles.
· Ability to translate operational requirements into technical specifications and workflow solutions.
· Understanding of testing methodologies and change control processes.
· Understanding of accessibility, digital inclusion and user-centred design principles.
· Ability to analyse information, identify issues, evaluate options and make evidence-based recommendations.

	Strategy/Policy Development
· Support the development and application of standards for workflow design, requirements capture, process mapping, testing, documentation and handover activities.
· Contribute operational and technical insight to support customer experience improvements and digital transformation initiatives.
	Attributes            
· Ability to troubleshoot system issues and develop innovative solutions for digital challenges
· Highly developed interpersonal skills with the ability to interact effectively with colleagues and stakeholders.
· A flexible approach to tasks adapting to changing priorities and requirements
· Commitment to improving customer service and support through the development of available systems
· Curious and analytical approach to problem solving and system optimisation.

	Other:
· Any other reasonable duties commensurate with the grade and general nature of the post.
	






