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Service Director: Customer and Digital Services
Reports to:  Executive Director of Finance and Resources
Grade:  Leadership 3: £116,313 to £128,673 (pay award pending)
Location: New Shire Hall, Alconbury Weald, Huntingdon 
Job Purpose
As Service Director of the Council and member of the Extended Leadership Team (ELT), this role takes collective and shared responsibility for the effective leadership and corporate management of the Council’s services and the delivery of improved outcomes and the achievement of value for money.
Acting as the Council’s Head of Profession on all matters within their portfolio of responsibility, the post is responsible for a range of Council services that includes, but is not limited to:

· Customer Strategy

· Customer Contact and Customer Services

· Digital Strategy 

· Digital/Enterprise Architecture

· Digital Services / Operations
· Digital Business Partnering 
· Cyber Security

· Data Strategy

The postholder is the Council’s Chief Digital Officer (CDO) and will ensure that the Chief Executive and Corporate Leadership Team are well supported and able to discharge their statutory responsibilities fully, whilst transforming and improving their services.
The postholder will engage with key stakeholders internally and externally, across the whole Council, across system partners and public services and with supply chain partners and regulators.
The postholder will lead a team of around 115 staff with responsibility for a £18 million budget. They will also be the Senior Responsible Officer (SRO) for the Council’s Digital Change Programme which will seek to deliver large scale change to the way the Council runs its Customer Services, the channel strategy and ways of improving access and resolving interactions with the public and the digital and technological solutions that facilitate both that and the achievement of significant savings within the medium-term financial plan.

Leadership and Collaboration 
Service Director:

Provide clear, compelling and inspiring leadership to the Council contributing to the delivery of the Council’s Purpose, Strategic Priorities, communicating a clear vision and purpose to positively engage others, internally and externally.
Effectively contribute to the development and delivery of the Council’s Strategic Framework, Medium Term Financial Strategy and People Strategy.  Actively understand the challenges faced by colleagues across the organisation to be able to support all ELT colleagues to deliver their objectives as well as those of the whole council.

Create a high-performance culture by providing strong and motivational leadership to drive continuous improvement, efficiency savings and higher levels of satisfaction for residents of the County. Actively promote the council’s vision and ambitions and ways of working and the Council’s values and behaviours to ensure they are delivered throughout the organisation.
Role model and take responsibility for ensuring an effective approach to corporate parenting and safeguarding of vulnerable people is embedded in all areas of responsibility.
Develop and implement effective communication and engagement arrangements with service users, stakeholders, communities and partner agencies to facilitate effective relationships that drive improvements in service delivery.

Actively develop and maintain strong and strategic relationships with key external stakeholders in the public, private and community and voluntary sectors, to optimise opportunities for delivering services in partnership wherever this would generate improved outcomes, effectiveness, or efficiency.
Ensure that the Council is able to specifically influence, work with and achieve collaborative benefits and investments, in partnership with the Cambridgeshire and Peterborough Combined Authority, NHS Cambridgeshire and Peterborough Integrated Care Board and District and City Councils.

As a Senior Responsible Officer (SRO) or sponsor of major programmes and projects of change and delivery, ensuring effective programme and project management approaches are applied, ensuring delivery to time, budget and plan, managing risks and issues dynamically and ensuring benefits planned are realised.

To deputise for the Executive Director as required. 

Governance

The postholder will work within the Financial and Contract procedure rules to ensure the effective delivery of a balanced annual budget, and compliance with procurement rules when using third party suppliers.

The postholder will be responsible for seeking decisions under the Council’s constitutional framework and delegations, and will be responsible for authoring and answering to Service and Policy committees on these.
The role will lead by example and ensure full compliance with data protection rules and procedures.

Innovation

Champion innovation by being open minded to new and radical ways to deliver services, actively seeking out good practice from others to learn from to develop our own service design and delivery.

Promote a culture of continuous improvement by encouraging colleagues to share ideas, take appropriate risks, and recognising innovation. 

Champion and embed a performance and quality assurance culture that delivers results through rigorous open challenge, personal accountability and continuous improvement.

Equality, Diversity and Inclusion 

Promote an organisational culture that is positive, safe, respectful and compassionate, as well as open to change and feedback enabling everyone to feel empowered and valued.  
Act at all times in ways that create an inclusive environment where people can thrive and be empowered to do their best.  Role model good behaviour and practice and proactively seek ways to ensure staff feel valued and develop a sense of belonging.  

Demonstrate awareness of the diverse needs of our residents to inform the decisions made about the services we deliver and ensuring a robust approach to equality impact assessments and their application to employment, service delivery and policy development.
Role Specific Accountabilities
Digital and Customer Strategies and Planning 

Lead the delivery of the Council’s future digital and customer strategies in line with the Council’s Business and Financial Plan, ensuring the short-term architecture, data and workforce is strong and on which the Council can build secure and value for money digital solutions that help drive the cost effectiveness of the overall revenue budget programme as well as its medium and longer term stability and sustainability. 

Support the Executive Director to develop pro-active strategies for the Council that reflects the changing approach to delivering efficient public services through improved use of technology as well as digital solutions and approaches to secure improved service resolution and financially viable future for services to residents of Cambridgeshire.

Act as the key advisor and champion for a digital and user-focused mindset across the organisation, building and developing the organisation’s digital capabilities. Providing clear professional advice to support the strategic development of a more digital focus across the Council, ensuring that system and technological changes can be driven to improve service delivery, customer experience and realise savings. Continually upskilling senior organisational leaders, both officers and Councillors on the business case for digital innovation and transformation, ensuring awareness across the organisation.

Change and Improvement

Lead the delivery of the Council’s digital transformation, taking on board organisation-wide cultural sensitivities and building and maintaining positive resilient relationships with functions across the organisational ecosystem. Monitor, measure and report on the organisation’s digital capability, effectiveness and return on investment, using insights and evidence-based reporting of key metrics of digital strategy performance.
Customer Services and data analytics

Lead the Council’s change programme to improve the way our communities engage and interact with the Council, with greater digital solutions and capacity to resolve issues simply through innovative technical solutions. Including AI and robotics.

Lead the Council’s Customer Strategy, including the way all feedback is managed to best practice standards and enables the Council to be a learning council.

Develop and lead the implementation of the Council’s Data Strategy, working with Policy, Insight and Programmes and Legal and Governance, to ensure that this is aligned to the Council’s Strategic Framework and Business Plan to ensure streamlined data is capable of being used intelligently and through automation deliver efficiencies in planning, processing and decision-making. This will include working across local partners and key stakeholders.

Enterprise Architecture and Security

To ensure the Council’s entire technology estate is mapped, secure and governed to meet best practice standards and the organisations aims and objectives, including maximising the use of enterprise platforms and solutions.

Lead on the development and implementation of the Council’s IT commissioning and contract management arrangements in partnership with CLT and ELT to set out a procurement and development pipeline and ecosystem for the future to support the Council’s Business Plan and ambitions. This will include working collaboratively across services functions to plan the architecture of the future.

Lead the Council’s cyber security strategy and framework in line with continual best practice.

Ensure the Council’s day to day operations ensure successful delivery of services, meeting the current and future needs of service delivery.

Strategic Business Partnering

Oversee a business partnering approach to directorates that understands their needs and objectives and provides the service expertise to identify appropriate solutions in the context of the enterprise strategies for digital, data and technology.

Lead the convergence of digital technologies, promoting digital tools and processes across the organisation which create value, accelerate delivery and better utilise resources.
Financial and People Management

Lead and develop a highly performing, motivated and diverse multidisciplinary team that will deliver and support high quality user-centred digital services by driving a culture of collaboration, inclusivity, empowerment, continuous improvement with a relentless focus on delivering the Council’s ambitions and outcomes.

Build digital resource capability in line with current and future requirements through effective staff development, engagement and talent attraction.

To be responsible for the planning and delivery of the Services medium term and annual revenue and capital budgets on target.

Develop an approach of best practice standards and continuous improvement across the services and operations that adapt, change and improve in line with user internal and external needs.
Person Specification (essential criteria)
	Experience 
 
	Significant and successful experience of:

· Working at a senior level within a large and complex organisation with comparable scope, responsibilities, budget, and resources. 

· Providing balanced strategic advice and guidance in a political setting.

· Leading the delivery of public services with competing priorities and demands often outside of the Council’s direct control.
· Leading transformational change and creating innovative service models, particularly in response to the demands of an organisation that is undergoing a radical transformation and modernisation.

· Delivering complex projects on time and within budget and outcomes.
· Leading and contributing through digital and technology solutions to strategic decision making, resource allocation and to policy formulation and delivery, adopting a problem-solving culture.
· Delivering creative and innovative solutions to improve the use of resources and achieve value for money across an organisation.

· Establishing a strong performance culture including effective performance measures, evaluation of service quality and the improvement of service delivery to achieve the Council’s objectives.
· Leading, managing and developing employees to sustain high levels of service delivery, recognising and developing talent.
· Developing and nurturing positive and constructive working relationships with a wide range of customers, stakeholders and partners, maintaining a positive personal and organisational profile.  

Role specific:
· Track record of leading the delivery of large scale digital and technological services change programme that lead to improvements in service and efficiencies.

· Leading customer services and channel shift to drive improvements in customer experiences and efficiencies in process and savings delivery.

· Considerable strategic and delivery experience of working with digital technology platforms and solutions from inception to live and migrating from low technology infrastructure and solutions to high performing integrated systems.
· Successful track record of creating, designing, planning and executing a digital strategy and digital transformation programme that delivers the expected benefits on time and budget.
· Experience of managing and influencing across a complex stakeholder, governance and multi-vendor environment and persuading organisations to embrace digital ways of working to adopt user-centred design thinking.
· Proven track record in data management, data leadership, and data governance

	Skills and knowledge 
 
	Ability to demonstrate:

· A comprehensive understanding of the current issues and challenges facing local government as well as the statutory framework governing the sector.

· Skills in understanding and responding to different perspectives and taking a cross-organisational approach, gained by working in a political or similarly challenging environment.

· Business acumen and an entrepreneurial mindset to lead the strategic delivery of services and maintain a focus on obtaining best value for money at all times balanced, against the difficult and sensitive challenges faced.

· Ability to lead, develop and sustain effective team, partnership and multi-agency working through strong effective advocacy, influencing and negotiating skills.

· Skills to provide creative solutions to complex problems together with high level analytical, presentational and communication skills.

· Ability to establish and sustain positive relationships that generate confidence, ability and trust.

· Highly developed influencing and negotiation skills to operate at a strategic professional and political level, locally and nationally.

· Understanding of the barriers to organisational and cultural change and the commitment to being a catalyst for change.

Role specific:

· Understanding of the core organisational processes and enterprise-wide corporate digital data and technology systems and market trends.
· Knowledge of the Government Service Standard, Technology Code of Practice, Data Protection Act, Equalities Act, Web Content Accessibility Guidelines, ITIL, Agile, MSP, Prince2, and other standards relevant to public services
· Strong understanding at a technical level of IT requirements in a local authority or equivalent large multi-site organisation.
· Strong understanding of the requirements of information security and governance in a local authority or similar context.
· Ability to embody a user-focused mindset, using qualitative and quantitative data to track progress against user outcomes.

· A commitment to meet diverse user needs in the most efficient and inclusive way through effective data driven decision making, service design and appropriate delivery methodologies.
· Understanding of the industry digital competence frameworks and how these can support ongoing professional development and skills planning for digital, data and technology professional.



	Personal Effectiveness 
 
	Ability to demonstrate:

· A clear and strong personal commitment to equality, diversity and inclusion and a track record of developing inclusive services and leading by example.

· Evidence of leading people and services to recognise, respect and value individual needs to achieve a culture of inclusivity.

· Evidence of operating effectively and openly within the democratic process with the political acumen and skills to develop productive working relationships with Councillors that command respect, trust and confidence.

· Personal and professional credibility which commands the confidence of elected members, senior managers, staff, external partners and external stakeholders.

· Leadership by example with a style that empowers others and is open to question and challenge as well as a commitment to continuous self-improvement.

· A commitment to and evidence of successful strategies in managing personal resilience and wellbeing at a leadership level and promoting positive leadership practice, role modelling these behaviours for others.  

· Evidence of planning for the future delivery of services, including effective workforce planning for future challenges.

	Qualifications 
 
	· A relevant Postgraduate Level qualification or equivalent and/or relevant compensating experience at a senior leadership level.
· Evidence of continuous professional and leadership skill development.
Role Specific

· Relevant professional qualification, Prince2, MSP, ITIL
· Evidence of continuous professional and leadership skill development.
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