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Digital Services Apprentice
	Organisation
	Gravesham Borough Council

	Division:
	Corporate Services

	Department:
	Digital Team

	Section:
	IT Services

	Grade
	Apprentice (15-18 months)

	Post Title:
	Digital Services Apprentice 

	Reporting to:
	Digital Content Designer


Job Description
This is a development role as part of the Council’s apprenticeship programme. The job description provides a general guide to duties and responsibilities. 
The post holder will be supported throughout the apprenticeship, and duties will develop in line with skills, training and service needs.
Job summary
The Digital Services Apprentice will support the delivery and continuous improvement of the council’s digital services.
Working as part of the Digital Team, the apprentice will assist in maintaining website content, supporting online processes, and helping to improve digital services based on feedback, analytics and service needs.
The role does not involve direct customer handling but contributes to improving the experience of residents through better digital services.
The post holder will complete a Level 3 Digital Support Technician Apprenticeship (Digital Service Technician pathway) and will gradually build knowledge, skills and confidence to undertake routine digital tasks under supervision.
Learning Activities
· Work towards completion of the Level 3 Digital Support Technician apprenticeship
· Attend training sessions, reviews and meetings with line manager and assessor
· Complete coursework and maintain a portfolio of evidence
· Follow an agreed individual learning plan
· Develop knowledge of digital services, accessibility and customer support
Job role
Digital Service Support
· Assist in maintaining and improving the council’s digital services and online processes
· Support the Digital Team in responding to requests received through the shared inbox or support desk
· Help ensure requests are handled accurately, within agreed processes and with appropriate escalation where required
· Learn how digital services are delivered and supported within the council
Website Content Support
· Under supervision, update website content using the council’s Content Management System (CMS)
· Check content for spelling, accuracy, broken links and usability issues
· Help ensure content is clear, concise and written in a user-focused way
· Support the team in maintaining accessible content in line with WCAG standards
· Assist in reviewing and improving website content based on feedback and service needs
Digital Forms & Online Processes
· Assist with updating and testing online forms and digital processes
· Support the improvement of customer journeys by identifying simple usability issues
· Help carry out testing of digital services and report any issues or improvements
· Observe and learn how digital systems and processes are developed and maintained
Continuous Improvement & Feedback
· Support the team in reviewing feedback from services, residents and analytics
· Assist in identifying opportunities to improve digital content and services
· Help ensure digital services remain accurate, up to date and easy to use
· Contribute ideas to improve the customer experience of online services
Data, Analytics & Quality
· Assist in reviewing website analytics and performance data
· Support basic checks to ensure content and services are working as expected
· Help maintain data quality and accuracy within digital systems
Team Support & General Duties
· Support the Digital Team with routine digital and administrative tasks
· Attend team meetings and contribute appropriately
· Work collaboratively with colleagues across the council
· Maintain accurate records and follow agreed processes
General
To carry out such other duties as may be required of you, commensurate with the grade and level of responsibility, as directed by management.
A commitment and contribution to the Council’s Equal Opportunities Policy is an essential requirement of the post.
The post holder will carry out all duties and activities having regard to the provisions of the Health and Safety at Work Act 1974, and in accordance with any instructions from senior members of staff under that Act or any Council or Departmental Codes of Practice or Procedures.
The post holder will comply with Statute and Council policy in all respects.
An awareness and commitment to section 17 which places a statutory duty on police and local authorities to work in partnership to reduce crime and promote community safety.  It is also required that community safety is to be a thread running through all functions of the Local Authority.
A commitment to excellent customer service and the values of the Council.
Person Specification
	Characteristic
	Specification

	
	ESSENTIAL
	DESIRABLE

	SKILLS/ABILITIES
(Specific skills and abilities required to undertake the duties)
	Good standard of written English, with the ability to write clearly and accurately
Good typing skills and confidence using digital systems
Strong attention to detail, particularly when checking and proofreading content
Basic IT skills (e.g. Microsoft Office, internet use)
Good verbal communication skills

Ability to follow instructions and complete routine tasks accurately 

Ability to work as part of a team
	Interest in websites, digital services or technology

	KNOWLEDGE
(Particular knowledge which will be necessary to perform the work effectively, e.g. of specific legislation or regulations)
	Knowledge of Gravesham Borough Council and the services it provides.

Awareness of good customer service
	Basic understanding of websites or digital tools
Basic understanding of websites or content editing

	QUALIFICATION / TRAINING
(Educational/vocational qualifications and other training).
Verification will be required
	Willingness to complete a Level 3 Digital Support Technician apprenticeship  
GCSEs (or equivalent) including English and Maths
	Relevant IT qualification (if applicable)

	EXPERIENCE
(Level and type of previous experience)
	Experience of using computers and common software packages like Microsoft Office
An awareness of good customer service
	Experience in customer service or an admin role (e.g. retail, voluntary work)

	QUALITIES
(Particular qualities necessary to carry out the works, e.g. ability to work under pressure or work co-operatively in a team)
	High level of attention to detail and accuracy
Willingness to learn and develop new skills 
Positive attitude and reliable approach to work
Customer-focused mindset
Understanding of confidentiality
Ability to take care when editing and publishing information
	Interest in improving digital services and user experience
Interest in computer science, coding or how digital systems are built (supporting future development into technical roles)

	SPECIAL CONDITIONS
(e.g. willingness to work unsocial hours or wear a uniform)
	Commitment to equal opportunities and council values
	






image1.jpeg
Gravesham 4@@1

Borough Council




