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Job Title: Content and Channels Manager
Grade: A
Directorate: Engagement

Job Purpose
· The Content and Channels Manager oversees the strategic approach to channels and content design, functions at CQC. The role is responsible for the day-to-day running of the website and other key engagement channels and works closely with our Technology team to deliver this and related services.

Accountabilities
· Manage the development and delivery of content online and offline to support delivery of CQC’s strategies and business plans. The role is also accountable for the delivery of any provider guidance published through the public website.
· Oversee delivery of the team’s strategic approach to channels and content. Ensuring impactful communication with health and social care professionals.
· Act as the service owner for the corporate website and related features and other key engagement channels including CQC’s public website managing their continuous improvement, ensuring they are driven by insight, supports innovative engagement  in CQC’s work and is in line with CQC’s vision, mission and values.
· Ensure the information and services we deliver through our website and other digital services are accessible to all.
· Manage the continuous improvement of CQC’s content in other formats, including overseeing the management of the CQC brand including through overseeing the use of the house style guide, corporate logo and other design assets.
· Oversee the management of the content design and social media teams.
· Work with the Social Media Manager and the Content Design Manager to set the standards and ways of working for the teams.
· Maintain the roadmap of public digital priorities and work with Technology and Transformation teams to plan, fund and deliver them.
· Champion the implementation of the Public Engagement Strategy across CQC.
· Build and maintain relationships with key stakeholders, deputising for the Deputy Director of Content and Channels Design Management as required.
· Support the Deputy Director of Content and Channels Design Management to build and maintain key relationships at Executive and Board level, including delivering presentations, writing Board/ET/Investment Committee papers and deputising for the Deputy Director as required.
· Build and maintain successful working relationships with internal teams, primarily other teams within the wider Engagement directorate, NCSC, Policy, Data & Insight and Operations directorates.
· Manage costed plans and budgets in relation to specific responsibilities transparently, effectively and efficiently.
· Implement and manage effective performance indicators to measure and monitor success and value for money.
· Oversee the management of all projects within area, ensuring they are resourced efficiently and deliver within agreed timescales, scope, quality and budget, following appropriate governance arrangements.
· Coordinate and plan evaluation criteria that monitors and evaluates CQC’s performance against digital communications content strategy, reviewing value added in relation to business plans and brand development.
· Manage key relationships between business/content owners within CQC, the wider directorate as well as external suppliers.
· Work with colleagues across CQC to ensure the timely, accurate and relevant release of information that meets customer requirements.
· Champion a joined-up content strategy across CQC, from inception of data models through to delivery onto relevant part of web site and according to appropriate user experience.
· Develop robust and costed plans and manage a budget for the successful deployment of those plans.
· Manage key stakeholders and editorial workflow to ensure that the CQC web estate is always up-to-date with relevant, customer facing content.
· Ensure that the work of the team aligns with and supports the Public Engagement strategy, the wider Engagement directorate and CQC-wide business plans.
· Manage forward-planning to enable other teams to build in capacity required to support planned public engagement programmes.
· Management as required, leading engagement programmes with all key audiences, representing all of Public Engagement and ensuring matrix working is supported effectively and efficiently through effective line management of the team.
· Lead and manage a team, overseeing progress against agreed deliverables and providing coaching and support to the team to support individual and team development.
· Have the appropriate knowledge, skills and experience to actively promote diversity and equality of opportunity, treat everyone with dignity and respect and avoid unlawful discrimination and act in accordance with CQC Values & Behaviours.

Specific skills and experience
Essential
· Experience of developing an accessible and usable public website and public information in other formats.
· An understanding of how metrics can be used to develop customer journeys to provide content that the users want.
· Experience in managing the development of information for the public online and offline, including information about regulatory findings that supports choice and empowers people who use services.
· Substantial knowledge and experience of managing value added experience of developing and maintaining content in an online and offline medium – including writing engaging promotional copy.
· Experience of directing digital programmes and digital priorities
· Editorial experience gained while working in a new media production environment for at least 1-2 years.
· Experience of accessibility and usability as applied to websites and other digital channels.
· Understanding of how metrics can be used to develop customer journeys to provide content the users want.
· Conversant with the latest accessibility guidelines and web standards, plus excellent knowledge of how content works online.
· Experience of a range of social media channels, html email templates, infographics, online surveys and analytics.
· Excellent interpersonal, relationship management and team working skills.
· Strong research, analysis and reporting skills, including experience of designing, interpreting and drawing out key conclusions from research and usability studies.
· Strong project management skills, demonstrated by experience of managing complex projects.
· Experience of procuring and commissioning external organisations and agencies to deliver services.
· Experience of efficient management of high value contracts and budgets
· A first-class communicator with excellent analytical skills and project management skills
· Effective interpersonal and presentation skills, underpinned by the ability to secure and maintain the confidence of a range of CQC stakeholders, both internal and external.
· Effective networker and relationship builder.
· Experience of publishing and reports and presenting these to senior management and expert users. 
· Knowledge of web technologies, including HTML, CMSs, search and principles of web design.
· Experience of designing digital services for consumer and niche audiences.
· Conversant with the latest accessibility guidelines and web standards, plus excellent knowledge of how content works online.
· Good editorial skills with attention to detail.
· Proven ability to analyse issues and options logically.
· Degree level education or equivalent experience.

Desirable
· An understanding of CQC, its regulatory policy and context of operations and the wider health and social care policy and operational arena.
· Knowledge of CQC's public target audiences and the challenges CQC faces in engaging them.
· Ability to think creatively in order to engage the public in our work.
· A strong understanding of social media and its deployment in corporate organisations.

Values and Behaviours
Excellence
· In my work for CQC:
· I set high standards for myself and others, and take accountability for results.
· I am ambitious to improve and innovative.
· I encourage improvement through continuous learning.
· I make best use of people’s time, and recognise the valuable contribution of others.
   
Caring
In my work for CQC:
· I am committed to making a positive difference to people’s lives.
· I treat everyone with dignity and respect.
· I am thoughtful and listen to others.
· I actively support the well-being of others.

Integrity 
In my work for CQC:
· I will do the right thing.
· I ensure my actions reflect my words.
· I am fair and open to challenge and have the courage to challenge others.
· I positively contribute to building trust with the public, colleagues and partners.

Teamwork
In my work for CQC:
· I provide high support and high challenge for my colleagues.
· I understand the impact my work has on others and how their work affects me.
· I recognise that we can’t do this alone.
· I am adaptable to the changing needs of others.
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