
Job Description and Person Specification
Job Description
Job Title: Technology Adoption Lead
Grade: NNCBand07
Service Area: IT Service Delivery
Reports to: Head of Service Delivery

Purpose of the Job
To lead and coordinate the optimisation and effective use of corporate IT systems and digital services across North Northamptonshire Council, ensuring services are aligned to organisational priorities and deliver maximum value.
The postholder will provide specialist advice and leadership across the organisation, working in partnership with senior stakeholders, managers and service areas to drive the adoption and effective use of digital solutions that improve efficiency, productivity and user experience.
The role is responsible for supporting and embedding ITIL 4 service management practices, contributing to effective incident, problem, request fulfilment and change management across the Council’s corporate application landscape.
The postholder will lead digital skills development, user adoption and engagement activity across the organisation and will proactively identify opportunities where technology can streamline ways of working, reduce manual processes and improve service efficiency and productivity across the whole Council.

Principal Responsibilities
1. Corporate Systems and Applications Leadership
· Lead the delivery, support, optimisation and continuous improvement of corporate IT systems and applications used across North Northamptonshire Council.
· Manage a service portfolio that includes Microsoft 365 and wider corporate and line-of-business applications, ensuring systems remain fit for purpose and aligned with organisational priorities.
· Act as a lead point of expertise for corporate applications, advising services on best use, optimisation, service impact and future opportunities.
· Ensure the effective management, governance and continual improvement of key corporate systems and associated service arrangements.
2. Organisation-Wide Digital Enablement
· Lead and co-ordinate digital skills development, user adoption and engagement activity across the Council to maximise the value of technology investments.
· Work with services, managers and leadership teams to improve digital confidence, encourage best practice and increase effective use of corporate systems.
· Develop and deliver structured approaches to user engagement, communications, guidance and support materials that help embed new and existing technologies.
· Promote a culture of continuous improvement, digital maturity and modern ways of working across all directorates.
3. ITIL 4 Service Management
· Support the implementation and embedding of ITIL 4 service management practices across the application and service environment.
· Contribute to effective incident, problem, request fulfilment and change management, ensuring services are delivered in a controlled, consistent and customer-focused way.
· Identify trends, root causes, recurring issues and service opportunities to improve service quality, resilience and performance.
· Work closely with service teams and stakeholders to improve service processes, standards, escalation routes and governance.
4. Service Improvement and Transformation
· Proactively identify opportunities where technology can streamline ways of working, improve service efficiency and increase organisational productivity.
· Analyse service needs, business processes and user requirements to identify and implement improvements enabled through technology.
· Support and lead digital and service improvement initiatives, ensuring that improvements are practical, value-driven and aligned with organisational objectives.
· Recommend and help shape improvements to service delivery models, operating practices and user experience.
5. Stakeholder Management and Specialist Advice
· Provide specialist advice to Heads of Service, managers, project teams and other stakeholders on the effective use, improvement and adoption of corporate systems and applications.
· Translate technical and system-related matters into clear, accessible advice for non-technical audiences.
· Build strong collaborative relationships with internal and external stakeholders to support the successful delivery of improvements, change and service outcomes.
· Influence stakeholders to adopt improved processes, digital tools and service practices that support organisational priorities.
· Act as a user representative on digital and systems‑related initiatives, supporting testing, feedback, pilots and adoption activity.
6. Continuous Improvement & Governance
· Analyse trends in user queries, adoption challenges and capability gaps across digital and productivity tooling to inform future enablement and engagement activity.
· Provide insight, feedback and reporting to support continuous improvement of digital services and user experience.
· Support robust system governance, configuration control, change processes, documentation and assurance arrangements. 
· Ensure that system improvements and service developments are appropriately assessed, managed and communicated.
7. Project, Supplier and Delivery Support
· Lead or contribute to projects, workstreams and service improvements relating to applications, adoption, optimisation and digital enablement.
· Work with suppliers, partners and internal teams to support delivery to agreed standards, timescales and outcomes.
· Monitor service performance, user feedback and delivery outcomes to inform decision-making and future priorities.
· Support procurement, implementation and transition activities where required.

8. Leadership, Decision Making and Professional Practice
· Operate with significant autonomy, managing complex operational and strategic issues and making decisions within broad professional and organisational parameters.
· Interpret policies, service frameworks and organisational priorities to shape practical delivery approaches.
· Provide leadership through expertise, influence and direction, including oversight of virtual teams, projects, workstreams or staff where applicable.
· Maintain professional knowledge of developments in digital services, enterprise applications, IT service management and public sector best practice.


















Person Specification

	Attributes
	Essential
	Desirable
	Identified By

	Relevant Experience
	Significant experience supporting and optimising corporate IT systems and digital tools (including Microsoft 365 and wider enterprise applications) within a user-facing IT or Digital environment.

Experience working across multiple service areas in a complex organisation, providing advice and guidance to improve the use of technology.

	Experience working within the public sector or a large multi‑service organisation. Experience contributing to or leading digital service improvements or transformation initiatives.


	Application, Interview

	Digital Enablement & User Engagement

	Proven experience delivering tailored user enablement activity, including training, guidance and self-service content to support adoption of digital tools and improved ways of working.

Experience leading or supporting organisation-wide digital adoption, engagement and skills development initiatives.

	Experience designing or contributing to structured corporate learning programmes in collaboration with a Learning & Development or Training function.

Experience using data or insights to drive improvements in adoption and user engagement.

	Application, Interview

	Skills & Knowledge
	Advanced knowledge of Microsoft 365, enterprise applications and modern digital working practices, with the ability to assess organisational needs and recommend appropriate technology solutions.

Strong understanding of ITIL 4 service management practices and their application to incident, problem, request fulfilment and change management.

Knowledge of digital governance, information security and compliance considerations relating to system usage and software adoption.

	
Awareness of enterprise architecture principles and service design considerations.

Knowledge of process improvement approaches and digital transformation methodologies.

	Application, Interview

	Communication & Interpersonal Skills

	Ability to communicate complex technical and organisational information clearly to non-technical users, including senior stakeholders.

Strong influencing and persuasion skills to support stakeholder engagement, adoption and service improvement across the organisation

	Experience presenting or facilitating workshops, briefings or training sessions to groups of varying technical ability.


	Application, Interview

	Collaboration & Partnership Working

	Experience working collaboratively with IT teams, Service Desk, operational services and business stakeholders to support service delivery and improvement.

Ability to build effective partnerships across services and with external suppliers or partners.

	Experience working with third-party suppliers or partners to support service delivery or system improvement.

	Application, Interview


	Analytical & Problem‑Solving Skills

	Ability to analyse service and system usage, identify adoption issues, capability gaps and opportunities to improve efficiency through better use of technology or automation.

Experience evaluating complex information to inform decisions and prioritise improvements.

	Experience producing reports, insights or recommendations to support continuous improvement and service optimisation.

	Application, Interview

	Personal Qualities

	Customer-focused, organised and self-motivated, with a proactive approach to identifying and delivering service improvements.

Demonstrates leadership behaviours through influencing others, promoting digital adoption and driving improved ways of working.

Resilient and adaptable, able to manage competing priorities in a complex environment.

	Enthusiasm for emerging technologies, digital innovation and continuous professional development.

Commitment to promoting a culture of continuous improvement and digital maturity


	Interview

	Education
	Degree in IT, Digital, Information Systems or a related discipline, or equivalent significant relevant experience. 

ITIL 4 Foundation 

Recognised certifications in enterprise platforms or digital technologies Microsoft 365, Power Platform, Microsoft Fabric, and ESRI ArcGIS.

Evidence of ongoing professional development in digital transformation, service management, user experience or organisational change

Prince2 foundation qualification (or similar)

	ITIL 4 Managing Professional modules or equivalent advanced service management certification

Governance & Compliance Awareness: Familiarity with GDAD standards and security frameworks such as NIST CSF 2.0.


	Application




