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Role Profile
	Role Title
	Director of Technology and Customer Experience- Fixed term, 2 years

	Grade
	SL2 (Senior Leader 2)- HAY

	Service
	Technology and Customer Experience

	Reports to
	Deputy Chief Executive

	 


Role Purpose
Lead services to achieve targeted results, priorities, and statutory requirements. Accountable for delivery, effectiveness, community outcomes and corporate support, the role is critical to the driving adoption of innovative technologies, enhancing digital accessibility and ensuring that residents, businesses and employees receive outstanding service through all IT, Digital and Customer Experience channels. The focus is on driving performance by translating strategy into successful service delivery and delivering excellence for the residents of Oxfordshire.

Driving effective leadership to shape and deliver the strategic vision for IT services, digital transformation and customer experience across the county. This represents a largely related portfolio, delivering substantial and complex services for the County Council.

To provide visionary leadership that drives the transformation and delivery of IT and digital and customer experience across Oxfordshire County Council. This role is accountable for delivering innovative, accessible, and high-performing solutions that meet statutory obligations, enhance community outcomes, and support corporate priorities. By championing technology adoption and embedding a culture of continuous improvement, the role ensures residents, businesses, and employees benefit from seamless, inclusive, and future-ready services. Acting as a strategic enabler, it translates organisational ambition into tangible results, shaping a connected, digitally empowered county.
Responsible for driving OCC’s Delivering the Future Together (DTFT) values, being a role model within and throughout the organisation as organisational leaders, to deliver excellent services to Oxfordshire’s residents. Delivering the Future Together, is our ambitious transformation programme enabling the organisation, to be an employer, partner, and place shaper of choice. Lead on OCC’s values and behaviours, as the organisation continues to strive to do better.
 Corporate Accountabilities
· Work with other senior leaders to shape and develop a high performing and inclusive organisation, delivering an excellent service for the residents and communities through an ambitious, integrated, and successful service/function(s).
· Inspire, motivate, and develop leaders and workforce to create a positive and inclusive working environment that creates a culture of trust, collaboration, and ambition where all belong and thrive and perform at their best to deliver excellent services to residents.
· Work corporately to remove barriers and enable staff to be entrepreneurial and innovative, and work with stakeholders across departmental and organisational boundaries to co-design inclusive and joined-up services that are efficient, effective, and meet the requirements of residents and communities.



· Align portfolio with the County Council’s strategic priorities, developing annual plans and ensuring resources (workforce, resources, assets) necessary to achieve objectives against priorities with appropriate consideration for medium-term requirements.
· Lead considerable change and transformation across services, while ensuring continuity in performance, financial constraints, and statutory obligations. 
· Where necessary, negotiate and collaborate with residents, Members, other County Council departments, and external stakeholders to develop joined up solutions that effectively serve Oxfordshire and its residents.
· Act as a Leader, creating an environment in which the County Council can jointly design, commission (if required), and deliver outcomes with partners, by unlocking barriers and monitoring the success of these partnerships.
· [bookmark: _Hlk55824343]Serve all Members and work with the Cabinet and the relevant Cabinet Member as the County Council’s expert within the portfolio area and provide advice, guidance, clarity and insight into functional delivery and performance.
Portfolio Accountabilities
· Provide overall leadership to IT, Customer Experience and digital capabilities ensuring high-quality services are provided to both the residents and to the organisation. 
· Shape the digital future, whilst delivering our strategic ambitions. Lead the strategic vision for technology and customer experience, championing innovation and digital transformation that empowers residents, businesses, and employees. Drive adoption of cutting-edge solutions that make Oxfordshire a digitally connected county.
· Deliver exceptional customer experience - Ensure every interaction - online or offline - delivers seamless, inclusive and high-quality service. Set ambitious standards for accessibility and satisfaction, making customer experience a hallmark of excellence.
· Champion a customer-centric culture, ensuring all council services are designed and delivered in line with the needs of residents, businesses, and communities at their heart. Oversee the development and continuous improvement of customer contact channels, including digital, telephone, and face-to-face, ensuring access and delivery of high-quality customer experience with high levels of satisfaction reported.
· Lead on delivery of IT operations, ensuring effective management, security, and development of IT infrastructure and systems. Ensure robust cyber security, data protection, and compliance with relevant government and industry standards.
· Lead as a strategic enabler in the delivery of digital, technology and customer services for LGR and Devolution ensuring seamless transition of systems and services to new authority / authorities.  
· Lead the integrated delivery, improvement, management and performance of the portfolio, commissioning and directing activity within the County Council and externally as required.
· Evaluate risk and make changes to established plans to react to significant business challenges, opportunities, or threats.
· Inspire and mobilise leadership by creating a culture of collaboration and ambition across the organisation. Motivate leaders and teams to embrace change, innovate boldly, and deliver outstanding results that align with the council’s strategic priorities.
· Translate strategy into action by turning organisational ambition into tangible outcomes. Oversee integrated delivery of IT digital and customer experience services, ensuring high performance, resilience and value for money.



· Drive continuous improvement and embed a mindset of agility and efficiency. Evaluate risks, seize opportunities and adapt plans to meet emerging challenges - always striving for better, faster and more cost-effective solutions.
Knowledge / Skills / Experience required.
· Substantial senior leadership experience in area of expertise, at Director level, with a demonstrable record of delivering complex transformation programmes and outstanding customer service outcomes. Strong understanding of all areas that the role covers ideally within local government or the public sector.
· Skilled in shaping and executing strategic plans that drive organisational change and measurable improvements in service delivery.
· Proven track record of delivering complex digital / technologies and improving customer experience, with deep understanding of modern IT Infrastructure, digital platforms and emerging technologies. Ability to leverage technology as a strategic enabler for efficiency, resilience and innovation.
· In-depth understanding of regulations/legislation and best practice within their area of specialism and the wider sector. Understanding of national and local government developments, policy, and emerging trends.
· Experience of leading a large service within a complex and diverse organisation, and shaping and delivering customer experience, digital transformation strategies.  
· Significant experience of leading diverse and multifaceted functions / teams at a senior level, bringing activities together to achieve an aligned objective with exceptional ability to lead, inspire and develop high performing teams.
· Experience of working with key stakeholders including other public bodies and government, with proven success in building partnerships across organisational boundaries and influencing senior stakeholders to achieve shared goals.
· Excellent commercial acumen and financial management skills with evidence of cultivating a high-performance, cost-effective culture, which delivers outstanding outcomes, through a variety of mechanisms, including structure, working methods, contracts, etc.
· Excellent knowledge of the impact of underlying demographic, social or political drivers, and understands the formal and informal politics at the regional and national level and what this means for the County Council. 
· Visionary thinker with the ability to anticipate future trends and translate them into actionable strategies.
· Resilient, adaptable, and results-focused, with a passion for innovation and public service.
Dimensions of role
· The role will lead a largely related portfolio for the County Council, developing a vision and leading strategy. 
· Will be responsible for overall management and delivery of the IT and Customer Experience budget of value approximately £15 million.
· Planning will be over a multi-year horizon. 
Working Conditions
Working conditions do not have a material impact on the nature of the job once all reasonable actions have been taken to moderate or eliminate them. 
Special Conditions
· The role is politically restricted.

Leading through our values and behaviours
Providing clear and visible leadership by putting our values front and centre of every behaviour, decision, and action. 
· Always learning.
· Be kind and care.
· Equality and Integrity in all that we do.
· Taking responsibility.
· Daring to do it differently.

	Date
	January 2026
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