	
	
	



Journey Communications Executive
 
	 

	Budget: 
	 
	Function:  
	S&M (Marketing) 

	Line Manager: 
	Digital Trading Manager 
	Direct Reports:  
	0

	Our Vision 

	Simplyhealth is a 150-year-old business with an amazing heritage and history of changing healthcare in the UK. It is continually modernising, as reflected by our B-Corp status; something that is very important to our customers and to our people.

With an ever-increasing strain on the NHS, and a cost-of-living crisis, the products that Simplyhealth offer are needed more than ever before. But Simplyhealth have bigger ambitions than that. We want to improve access to healthcare for everyone in the UK – we are not just about the wealthy who can afford to go privately, we want to democratise healthcare in terms of cost but also accessibility to ensure that as many people as possible, can access the healthcare they need. 

Specifically, we want to improve access to healthcare for all in the UK to: lead your best life, prevent you from getting a disease you’re at risk of, access the best in care (digital where possible, physical where necessary), and manage your long-term condition.

To achieve this, we are embarking on a radical transformation to deliver this ambitious goal. With a trusted brand and a strong heritage in healthcare, we think we are uniquely placed to help change the landscape of healthcare in the UK.


	Your Role 

	To champion and optimise the 'in-life' journeys of our customers by creating and maintaining clear, effective, and engaging communications across various touchpoints.

This role drives cross platform initiatives that enhance the overall customer experience, streamline processes and operating costs. To maximise customer satisfaction, the role holder will test messaging on real customers through robust feedback loops, customer surveys and close analysis of customer engagement data.

The role holder will be responsible for developing models which power AI dialogues, maintaining content, crafting customer communications, and collaborating with cross-functional teams to ensure consistent and impactful messaging as well as adhering to the agreed internal approval framework. They will drive internal knowledge of service communications within our in-life customer journeys to support advisers provide confident and effective query resolutions as well as prompt identification and escalation of issues or customer feedback.
By leveraging data insights, identifying trends, and implementing best practices, the role plays a pivotal role in simplifying processes, enhancing digital interactions, and fostering long-term customer relationships. 

With a specific focus on loyalty and engagement. The role holder will understand and enhance how communications and service processes intertwine to provide an effortless journey for customers.

The role embodies a commitment to continuous improvement, stakeholder engagement, and a customer-centric approach in all aspects of communication and interaction with our customers



	Your Responsibilities & Accountabilities:

	Developing AI Dialogues (Poly AI and Live chat):
· Lead creation and optimisation of AI dialogues for Poly AI and Live chat platforms, ensuring compliance with data protection regulations.
· Collaborate with analysts to identify areas for dialogue improvement and refine AI conversations
Rationalise Paper Outputs:
· Lead initiatives to reduce and optimise paper outputs 
· Evaluate current paper-based processes for digital transformation opportunities
· Collaborate with cross-functional teams to implement digital alternatives and workflows
· Monitor and track paper usage metrics to measure progress and success
· Encourage digital alternatives and electronic communications to reduce paper waste and environmental impact
· Educate and train stakeholders on new digital processes and tools
Reviewing, Creating, and Maintaining Service Communications:
· Oversee review, creation, and maintenance of service communications within any channel
· Develop communication guidelines for transparency, honesty, and respect for consumer rights
· Monitor communication effectiveness and customer feedback to make improvements
· Minimise customer contact at each touchpoint through clear and informative communication
· Conduct A/B testing to evaluate content effectiveness and user preferences
· Ensure content complies with relevant regulations, such as GDPR and PECR, to protect consumer privacy.
Corporate and Consumer Renewals Process Management:
· Responsible for an efficient and effective delivery of renewal activities and process changes by the designated team
· Streamline the end-to-end renewal process by addressing identified pain points and implementing digital alternatives.
· Monitor and report on benefits achieved from renewal process initiatives, including cost savings and productivity gains.

	Key Connections: 

	
· Product Team 
· Wider Marketing Team
· Sales Excellence and Support  
· Service and Operational Teams 
· Finance  
· Tech
· Business Analytics/ MI Teams  
· Risk and Compliance 

	Key Experience: 

	 
· Proven experience in creating clear and effective customer-facing communications across various channels
· Experience in developing AI dialogues, understanding 
· Strong copywriting skills 
· Demonstrated ability to drive initiatives that rationalise and improve processes, particularly in reducing paper outputs and optimising touchpoints.
· Experience in engaging stakeholders at all levels to gather insights, share data, and drive decisions.
· Ability to spot trends, patterns, and opportunities for improvement, coupled with problem-solving skills.
· A collaborative mindset with a history of working effectively in cross-functional teams.
· A proactive approach to achieving personal and team goals, seeking opportunities for personal development, and acting on feedback.
· Strong verbal and written communication skills, with the confidence to express opinions, provide feedback, and present ideas in meetings
· Familiarity with CRM systems like Salesforce Service Cloud/Marketing Cloud, and the ability to create and maintain Knowledge articles

	Our Values 

	
Health and access to healthcare have never been more important. With this comes endless exciting possibilities for innovation and growth. The market is evolving quickly, so we need to ensure our customers have access to the leading-edge health solutions they expect and deserve, now and for generations to come. We’re living in extraordinary times…




By reinventing ourselves, we will reach more customers, giving them increased access to affordable healthcare and unlocking our growth potential.  This next chapter is about transformational change for us.


This is our chance to get ahead and stay ahead. We will ensure our commercial success by moving into new areas of healthcare, and leading with preventative, breakthrough solutions. We will use innovative digital tools, embracing technology to create new partnerships and opportunities. We are passionate about helping every generation lead better lives and get the care they need in real time. This is our time to survive, drive and thrive…

To make this a reality, we need to challenge our ways of working, whilst keeping the customer at the heart of everything we do. To really make a difference, it’ll take every single one of us across Simplyhealth to step up.   

Our cultural movement...



To act with courage and curiosity, so we can unlock the opportunities to help customers, colleagues and communities. To operate with trust and kindness, working alongside customers, delivering what they need to live their best lives, as well as supporting colleagues as they strive to be their best. Spotlight our passion for All together healthier, focusing on self-care and nurturing relationships. We must ensure we are a strong team - one that’s able to build healthier lives for all. We each have an important role to play in this next chapter. Everyone has the freedom to innovate and make a difference for our customers. We need to act at pace and take on newer, braver, creative approaches. We shouldn’t be afraid to fail fast and learn quickly. By being curious and continually pushing ourselves and each other, we will find new and better ways.










	Our Behaviours 

	 
	Courage and Curiosity
	Trust and Kindness
	All Together Healthier

	So we deliver profits for a purpose
	Because our customers, colleagues and communities are at the heart of what we do
	Enabling better health outcomes together

	· We make bold decisions and take considered risks, with customer and commerciality front of mind. 
· We make things happen and keep things simple.
· We always take the initiative and hold ourselves accountable for the delivery of great results.
· We ask questions and listen intently as every viewpoint and capability counts, and we have the courage to be honest and say what we think.






	· We invest in relationships to build trust and rapport.
· We listen carefully always trying to find ways to add value.
· We treat each other with care, compassion and kindness, celebrating and embracing differences.
· We strive to make a difference in society, unlocking opportunities for those in need.







	· We help every generation take control of their health.
· We start with self-care so we can show up at our best, every day.
· We are full of energy and pride in what we do. We focus on self-development to learn and grow, so we can stay up to date and add value.
· We innovate and collaborate on our best ideas. Together, we can drive the changes that are needed to help our business grow, and help our customers live their best lives.




	
	
	

	
	
	

	
	
	




	 

	· We have a ‘smart working’ policy with flexible remote working. However, there may be a requirement to attend meetings at our Hampshire head office in line with government guidelines. 
· Some UK travel & overnight stays.
· Reasonable role and task flexibility expected given the seniority of the role.
· May be required to lead other business activities or projects in other parts of the Simplyhealth Group.
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