	Role Title: Business Change Exec
	Reports to: Business Change Manager

	Business Area: Operations
	People BP:

	Department: Customer Experience
	Location: Hook

	Reason for Evaluation: New Role

	Purpose of the role:
· Support the Business Change Manager in delivering initiatives that enhance customer interactions and streamline business processes, ensuring alignment with the organisation’s strategic objectives. In this role, you will contribute to embedding sustainable improvements across customer-facing operations, strengthening digital tools, and enabling the business to provide seamless, efficient, and customer‑centric experiences.
· A focus on reducing Customer contact through contact deflection and self service will be a key focus for the role holder.  Success can be measured through your ability to influence and create change to influence contact and quality of Customer interactions

	Role Accountabilities:
· Play a pivotal role in the continuous improvement of the CRM system and associated tools, including:
· Chatbot optimisation (intents, flows, and performance)
· Help Centre content and knowledge articles
· Auto-assist procedures and automation enhancements
· Ensure all change and optimisation activities are delivered with a customer‑centric focus, balancing efficiency with service quality.
· Collaborate with business areas to document, maintain, and refine process flows and knowledge assets that support AI and automation delivery.
· Identify and escalate opportunities for improvement to the Business Change Manager, clearly outlining potential impacts.
· Contribute to the design of workflows that reduce friction and enhance customer experience.
· Produce clear, comprehensive documentation that serves as a reliable reference for configuration and system set‑up

	Relationships: 
· Engage regularly with the Customer Operations team to ensure alignment and collaboration.
· Demonstrate a customer‑obsessed mindset in all interactions with colleagues and customers.
· Build strong stakeholder relationships to ensure a joined‑up approach and deliver a seamless customer journey.

	Knowledge and Experience:
· Strong understanding of Zendesk and customer interaction tools.
· Process mapping and procedural writing experience desirable
· Analytical mindset with the ability to identify areas for improvement and assess potential impacts.
· Strong stakeholder management skills, with experience building relationships across internal teams.
· Excellent communication skills, both written and verbal, with the ability to produce clear documentation and deliver stakeholder updates.
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