[image: ]       ROLE PROFILE

	Job Title
	Colleague Experience Manager
	Department
	People Team

	Reports To
	Lauren Dobbs
	Level
	4
	Location
	Wakefield / Hybrid



Job Purpose - Overview
	Provide a brief, four-sentence description of the role, what success in the position looks like, and how it fits into the company or organization overall. Consider overall delivery, risk, decision making authority. 

	 The Colleague Experience Manager is accountable for designing, improving and embedding a consistent, engaging colleague experience across Card Factory.

The role maps the end-to-end colleague journey, uses internal and external insight to identify priority improvements, and leads enterprise-wide initiatives that strengthen engagement, listening, recognition and culture. Success in the role means colleagues feel heard, valued and connected to the business, with clear actions delivered from colleague feedback and measurable improvements in experience and engagement.



Key Accountabilities
	Outline the types of accountabilities that are attributable to the role. Provide a concise bullet point list of the responsibilities and duties of this job (no more than 8). List the essential duties required to carry out this job and in order of importance. Use complete sentences. Start sentences with verbs. Use the present tense. Use gender neutral language

	Key accountabilities
· Colleague experience strategy: Define and maintain the end-to-end colleague journey, focusing on key moments that matter and priorities that improve experience across the business.
· Insight and listening: Lead colleague listening activity, using surveys, forums, focus groups and feedback channels to turn insight into clear, prioritised organisation action plans.
· Research and continuous improvement: Use internal data, external insight and time spent in colleague environments to identify trends, opportunities and practical improvements.
· Culture, voice and engagement: Lead the Colleague Voice framework and partner across the business to strengthen culture, inclusion, recognition, wellbeing and colleague connection.
· Reward, benefits and recognition: Work with Reward and relevant partners to improve colleague understanding, access and engagement with benefits, recognition, incentives and wellbeing support.
· Project delivery: Lead priority colleague experience projects, defining scope, outcomes, timelines, risks, communications and measures of success.
· Stakeholder engagement and reporting: Collaborate across the People Team and wider business, providing clear updates, insight-led recommendations and outcomes to support decision making.


	Stakeholder Relationships

	Outline who key stakeholders are, whether internal and / or external, whether interfaces are transactional or how much relationship management is needed. Level of influencing/gravitas.

	· Exec Team
· Senior Management Team
· People Team
· Colleagues and Forums
· Internal Communications, Reward, Learning and Development, Retail Operations, Supply Chain and Support Centre leaders
· External partners, suppliers and research providers where relevant
· EAP provider, Retail Trust and benefits partners


	Qualifications, Skills, Experience, Attributes Required

	Provide a bullet point list of job functional knowledge (technical/subject-matter/professional expertise), business knowledge, problem-solving and interpersonal skills and experience required for the satisfactory performance of the job e.g. education level, experience, specific skills, personal characteristics, certifications, licenses. 

	What kind of person
· Colleague experience expertise: Understands colleague experience, engagement, culture and listening principles, including survey design, action planning and confidentiality considerations.
· Reward and benefits understanding: Has experience of pay, benefits, recognition or wellbeing propositions across varied colleague groups, with the ability to improve understanding and engagement.
· Insight-led thinking: Uses quantitative and qualitative data to identify themes, evaluate options and make commercially viable recommendations.
· Strategic planning: Translates insight into clear enterprise-level plans, business cases and measurable outcomes.
· Project delivery: Demonstrates strong planning, governance, organisational and delivery skills across cross-functional projects.
· Stakeholder influence: Builds trusted relationships, communicates clearly and influences confidently with colleagues, leaders and senior stakeholders.
· Collaboration: Works effectively through matrix teams, partnering with People, Reward, Communications, Operations and external providers to deliver shared outcomes.
· Personal attributes: Brings curiosity, energy, creativity and care, with the ability to listen well, get to the root of issues and build compelling colleague propositions.




	For line manager roles only

	Total team size
	0
	Direct/Indirect reports
	0

	Budget responsibility
	TBC as part of overall budget
	Capital/Revenue Responsibility
	


Role Metrics
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quality and value for alllife’s moments




