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Job Description

Job title:

Digital Communications Officer (social media channel manager)
Grade:


7


Post number:   
Directorate:

External Affairs
Unit:


External Relations
Job purpose

To provide a high quality, reliable and resilient out-of-hours social media and digital channel management service for the Greater London Authority as part of City Hall’s digital communications team. 
Principal accountabilities

1. Managing the GLA’s social media and digital communications channels, mainly out of core business hours (mornings, evenings and weekends including bank holidays) to provide a 7am-10pm service, seven days a week, on a shift rota basis. 
2. Posting to and monitoring GLA business and Mayor of London channels, including Twitter, Facebook, Instagram, YouTube, email marketing lists and London.gov.uk pages
· Twitter – post content, including videos, photos and cards, tagging stakeholders and influencers, monitoring conversation, replying to comments (from @LDN_GOV) and suggesting engagement opportunities for Mayoral channels. 

· YouTube – post videos, ensuring that they are tagged effectively, engaging with other YouTube users to promote the GLA’s work, and ensuring that the video is integrated with other digital assets including content on london.gov.uk.
· Facebook – ensure timely posting of content, moderating discussions and engaging with other FB users, setting up paid media posts and boosted posts in Facebook’s business manager. 
· Instagram – post images and video, identifying popular content/topics for engagement. 
· Email – load and send emails using the GLA’s email CRM.
· London.gov.uk – publish content using the GLA’s CMS, select appropriate images, draft page headline and content where necessary.  

· Other networks as they emerge and are incorporated into our overall channel strategy. 

3. Work with the marketing and digital communications, press and digital team to ensure that the GLA’s digital channels are integrated appropriately into broader marketing and communication activity. 
4. Manage and edit social media assets, including processing and editing event photography and subtitling videos and editing images and graphics in photoshop to publish online. 

5. Draft social media copy about news and events in London. 

6. Provide customer service support to social media users around GLA events/policy. 

7. Work closely with the digital team and digital communications team to increase referrals to London.gov.uk and generate new YouTube subscribers and email subscribers. 
8. Administrative tasks linked to the role, including rota management, producing digital comms reports and regular shift reports. 

Key contacts

Accountable to:
Digital Communications Manager
Accountable for:
Resources allocated to the role. 
Principal contacts:
Mayor’s Office Head of Digital Communications, External Relations Head of Marketing Campaigns, External Relations marketing, digital and public liaison teams, Mayor’s Press Office.
Person specification

Technical requirements/experience/qualifications

· A digital communications and/or social media customer service expert with significant experience of running public-facing digital channels. Ideally, this would be for a high-profile government / public sector organisation. 
· Experience of using social media for marketing campaigns, customer service or PR/communications. 
· Experience of a wide range of digital and social media platforms, website content management systems, email marketing CRMs, and some associated skills, including basic HTML and CSS (desirable, but not essential). 
· Experience of working with press and marketing teams to provide communications or customer services support via social media channels. 
· Excellent communicator, capable of working without direct supervision in a public-facing role. 
· Confident interacting with senior members of staff out-of-hours, and with members of the public through social media customer service. 

· Understanding of a socially and politically sensitive organisation, and the role of marketing communications and customer service professionals within this context. 

· Understanding of the GLA, London’s government and the wider GLA group organisations is desirable. 

Behavioural competencies

Stakeholder Focus (Level 2)
…is consulting with, listening to and understanding the needs of those our work impacts and using this knowledge to shape what we do and manage others’ expectations

· Seeks to understand requirements, gathering extra information when needs are not clear

· Presents the GLA positively by interacting effectively with stakeholders

· Delivers a timely and accurate service

· Understands the differing needs of stakeholders and adapts own service accordingly 

· Seeks and uses feedback from a variety of sources to improve the GLA’s service to Londoners

Communicating and Influencing (Level 3)
…is presenting the information and arguments clearly and convincingly so that others see us as credible and articulate and engage with us

· Encourages and supports teams in engaging in transparent and inclusive communication

· Influences others and gains buy-in using compelling, well thought through arguments 

· Negotiates effectively to deliver GLA priorities

· Synthesises the complex viewpoints of others, recognises where compromise is necessary and brokers agreement

· Advocates positively for the GLA both within and outside the organisation

Managing and Developing Performance (Level 2)
...is setting high standards for oneself and others, guiding, motivating and developing them to achieve high performance and meet the GLA’s objectives and statutory obligations

· Seeks opportunities to develop professional skills and knowledge and encourages team to also do so

· Ensures own and others’ workloads are realistic and achievable 

· Provides staff with clear direction and objectives, ensuring they understand expectations

· Recognises achievements and provides constructive feedback and guidance 

· Gives staff autonomy and confidence to perform well and to their potential

Planning and Organising (Level 3)
…is thinking ahead, managing time, priorities and risk and developing structured and efficient approaches to deliver work on time and to a high standard

· Monitors allocation of resources, anticipating changing requirements that may impact work delivery

· Ensures evaluation processes are in place to measure project benefits

· Gains buy-in and commitment to project delivery from diverse stakeholders

· Implements quality measures to ensure directorate output is of a high standard

· Translates political vision into action plans and deliverables

Problem Solving (Level 2)
...is analysing and interpreting situations from a variety of viewpoints and finding creative, workable and timely solutions

· Processes and distils a variety of information to understand a problem fully

· Proposes options for solutions to presented problems 

· Builds on the ideas of others to encourage creative problem solving 

· Thinks laterally about own work, considering different ways to approach problems 

· Seeks the opinions and experiences of others to understand different approaches to problem solving

Research and Analysis (Level 2)
…is gathering intelligence (information, opinion and data) from varied sources, making sense of it, testing its validity and drawing conclusions that can lead to practical benefits

· Proactively seeks new information sources to progress research agendas and address gaps in knowledge

· Grasps limitations of or assumptions behind data sources, disregarding those that lack quality

· Analyses and integrates qualitative and quantitative data to find new insights

· Translates research outcomes into concise, meaningful reports

· Identifies relevant and practical research questions for the future

Organisational Awareness (Level 2)
…is understanding and being sensitive to organisational dynamics, culture and polities across and beyond the GLA and shaping our approach accordingly

· Challenges unethical behaviour

· Uses understanding of the GLA’s complex partnership arrangements to deliver effectively

· Recognises how political changes and sensitivities impact on own and team’s work

· Is aware of the changing needs of Londoners, anticipating resulting changes for work agendas

· Follows the GLA’s position in the media and understands how it impacts on work
Example Shift Pattern

An example shift pattern is below.  The shifts have been designed to ensure that each of the four officers works across a pattern of early mid-week, late mid-week, early weekend and late weekend shifts.

	Day
	Time
	Week 1 hours
	Week 2 hours
	Week 3 hours
	Week 4 hours

	Monday
	7am-12.30pm 
	5.5
	 
	 
	 

	
	4.30pm-10pm
	 
	 
	 
	5.5

	Tuesday
	7am-12.30pm 
	5.5
	 
	 
	 

	
	4.30pm-10pm 
	 
	 
	 
	5.5

	Wednesday
	7am-12.30pm 
	5.5
	 
	 
	 

	
	4.30pm-10pm 
	 
	 
	 
	5.5

	Thursday
	7am-12.30pm 
	5.5
	 
	 
	 

	
	4.30pm-10pm 
	 
	 
	 
	5.5

	Friday
	7am-12.30pm 
	 
	 
	5.5
	 

	
	4.30pm-10pm 
	 
	5.5
	 
	 

	Saturday
	07.00 - 14.45
	 
	 
	7.25
	 

	
	14.15 -22.00
	 
	7.25
	 
	 

	Sunday
	07.00 - 14.45
	 
	 
	7.25
	 

	
	14.15 -22.00
	 
	7.25
	 
	 

	Total
	
	22
	20
	20
	22
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