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JOB DESCRIPTION

Communications Department

Title:


Web Communications Officer
Grade:

Band 6
Salary:
£24,103 rising in increments to £32,653 plus 20 per cent high cost area supplement (max £5,938) 
Hours:

37.5 hours a week

Contract:

Permanent contract
Notice:

Three months
Location:

Headquarters, 220 Waterloo Road, London, SE1 8SD

Reports to:

Communications Manager
JOB PURPOSE

The Communications Department plays a key role in managing the reputation of the London Ambulance Service. The team is responsible for internal and external communications including media relations, crisis and issues management, public awareness campaigns, management of the corporate identity, design and print, and management of the Trust’s on-line communications.  

The Web Communications Officer will contribute to the organisation’s successful overall performance through the management and development of the internet and intranet which are key information and business tools. 
MAIN TASKS AND RESPONSIBILITES

General

· Contribute to the implementation of the Trust’s communication and engagement strategy and supporting plan
· Use on-line communications to  promote the London Ambulance Service, its work, strategic aims, achievements and areas of expertise to target audiences
· Represent the Communications team at internal and external events/meetings
· Identify and share with the Head of Communications internal and external perceptions of the Trust and develop action plans to make improvements as appropriate

Web communication

· Act as the first point of contact and lead specialist for any issues relating to the content and development of the Trust’s internet or intranet sites
· Be responsible for the effective operation and maintenance of both of these corporate information systems, which will involve ensuring scheduled updates of existing content are carried out, links are regularly checked, and relevant content is archived
· Take a lead role in the planning and implementation of work plans to develop, improve and extend the sites, adapting these as new opportunities or issues present themselves
· Manage developments and maintenance of the sites within the allocated web development budget
· Develop corporate guidelines/policy for developing and publishing material on the websites, addressing issues such as editorial style and tone, accessibility and legal considerations, to ensure that the quality and consistency of the sites is maintained and required standards are met
· Research and write accurate, compelling, customer-focused content, ensuring information is presented in plain English. This will often involve turning complex issues into copy that all site visitors can understand
· Check material prepared by others for content, style and suitability for publication on the web, editing material where needed
· Source and prepare suitable images for publication, where appropriate using specialist software packages to manipulate pictures, photographs and presentation graphics

· Upload material on to the website and intranet using a content management system, and optimise pages for search engine placement
· Promote the website and intranet to key customers
· Monitor and post replies to online message boards and deal with email enquiries generated through the sites, which may involve liaising on complex, sensitive and contentious issues
· Work with internal customers to identify and interpret their needs regarding web communications. Advise on and deliver solutions, where necessary managing expectations and persuading clients to adopt alternative approaches 
· Work closely with communications colleagues (including the Electronic Media and Design Manager), designers and web developers to deliver on web projects
· Test all new and amended web applications prior to them going live, working with the IT department and external parties as appropriate
· Work closely with staff in the IT department and external parties to ensure all technical and web maintenance issues are managed effectively
· Train and develop staff in other areas of the organisation in the use of software, corporate standards and guidelines, and best practice for the production and publication of content on the internet and intranet, to enable them to contribute to the sites as web administrators/authors

· Manage and administer permissions for web administrators/authors

· Ensure web registration and log-in processes are secure so that only eligible users can access restricted areas of the site and restricted data is kept secure

· Coordinate internal user groups where development plans, ideas and best practice can be shared
· Ensure all web-related work takes account of legal requirements eg data protection, copyright
· Apply understanding of WC3 guidelines and new developments in accessibility to development of the sites

· Keep up-to-date with web-related developments, and apply learning to make recommendations to improve the organisation’s websites
· Analyse and interpret site statistics (eg webpage visits, time spent on site, links followed, feedback comments) to identify trends and evaluate the effectiveness of the internet and intranet. Produce progress reports and present these to the Trust’s net services group on a regular basis. 

· Carry out and evaluate user surveys for both sites to measure user satisfaction

· Use findings from analysis and research (eg surveys) to present options/ideas for future development of the sites
Crisis management
· Maintain and test the Trust’s crisis website so that in the event of a major incident a functional, up-to-date site can be triggered as early as possible.
· Ensure that during a crisis, which can be a highly emotive and demanding period, external and internal audiences are kept informed of the Trust’s actions and messages through the websites
· Provide out-of-hours web communications support if needed in the event of a major or catastrophic incident
· Participate in cross-agency planning exercises
· Develop an awareness of media handling so that support can be provided to members of the Communications Department during periods of intense media interest. This will require the ability to use professional judgement when reacting to media enquiries which at times can be complex, sensitive and/or contentious. It will also require the use of discretion to decide when and how to respond and when to refer to senior staff for advice. 
Publications

· Manage the publications scheme on the website which is a key requirement under the Freedom of Information Act 2000.
Other duties

· Deal with a range of telephone enquiries, maintain and develop office systems, and cover for other team members when necessary

· Carry out other duties as required by the Head of Communications or Communications Manager
General information
· The post holder must be aware of their responsibilities under the Health and Safety at Work Act 1974 to ensure that agreed procedures are carried out and that a safe working environment is maintained for patients, visitors and employees.

· The post holder must be aware of the responsibilities placed upon them under equalities legislation and the Trust’s diversity policies, and ensure they foster an environment in which difference is valued.

· Employees must maintain confidentiality of information about patients, staff and Health Service business in accordance with the Data Protection Act (1984) and Trust policy.

KEY RELATIONSHIPS

Range and level of contact

· To liaise with staff at all levels; this could range from frontline staff to directors and the Chief Executive.

· To work with representatives from other  partner organisations (emergency services, local government, Department of Health, London hospitals, other ambulance services)
· To develop and maintain relationships with external contacts eg partner web agencies, designers and web developers 
Review of this job description

This job description is intended as an outline of the general areas of activity and will be amended in light of the changing needs of the organisation.  To be reviewed in conjunction with the post holder.
	London Ambulance Service NHS Trust

Person Specification

Title:
Web Communications Officer 
Listed below are the key requirements needed to carry out this job.  Candidates will be assessed against this criteria in the shortlisting and interview process.  The categories marked with ‘A’ will be used especially to shortlist from applications.  You should therefore address these fully in your application.  Categories marked ‘I’ will be assessed during your interview.



	Requirements
	Essential or Desirable

	Experience and education

Proven experience of managing on-line communications, specifically developing, implementing and maintaining internets and intranets
Proven experience of creating and editing copy for internal and external websites in a complex organisation
Previous experience of using a website content management system, and applying understanding of the technical side of on-line communications including basic HTML knowledge and understanding of  design
Educated to degree level or equivalent, preferably in
the Communications field

Experience (or demonstrable appreciation) of the challenges facing the NHS 

	Essential (A, I)
Essential (A, I)
Essential (A, I)
Essential (A)
Desirable (I)


	Skills, abilities and knowledge
Ability to:

Demonstrate excellent oral communication skills when speaking on a one-to-one basis or in group situations
Demonstrate excellent written communication skills, with the ability to interpret highly complex issues and present them in plain English for internal and external audiences
Demonstrate knowledge and understanding of usability and accessibility issues and how these should be applied to web publishing
Apply advanced keyboard skills and use appropriate software to optimise graphics, video and documents for the web

Build and maintain good working relationships with web developers, designers, other web content contributors, and internal clients with on-line communication requirements
Demonstrate an understanding of legal issues relating to the role such as copyright and data protection, together with an understanding of the importance of confidentiality
Educate and train staff in the use of software, corporate standards and guidelines, and best practice for the production and publication of content on the web
Manage time effectively, prioritising work and managing conflicting demands and distractions to meet deadlines in an unpredictable working environment
Ensure attention to detail and a consistent approach to delivering to a high standard

Work within specified budgets for communication initiatives 
	Essential (I)
Essential (A, I)
Essential (A,I)
Essential (A, I)
Essential (A, I)

Essential (A,I)

Essential (A, I)

Essential (A,I)
Essential (A,I)
Essential (I)

	Interpersonal
Ability to:

Demonstrate a commitment to customer care and quality of
service

Demonstrate commitment to equal opportunities as an 
employee and as a provider of service to the public
Demonstrate self-motivation when working unsupervised and, as a team player, motivate others 

	Essential (A, I)
Essential (A, I)
Essential (A, I)


	Other requirements

Positive attitude towards learning and development, demonstrated by a record of continuing professional development

Low level of absence due to sickness in the last two years 

No current or pending disciplinary sanctions
	Desirable (I)

Essential (A, I)

Essential (A, I)
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