[image: cid:image003.jpg@01D4191D.07C56530]		
CRM Executive

	

	Budget:
	-
	Function: 
	Digital Service & CRM

	Line Manager:
	CRM Manager
	Direct Reports: 
	0

	Our Vision

	
Improving 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)
· Manage your long-term condition



	Your Role

	
As a CRM Executive you’ll ensure our communications deliver customer and business objectives (OKR’s) through relevant, timely messaging and an orchestrated, omni-channel approach which enables Simplyhealth and Denplan to test and scale programmatic customer journeys. These communications are delivered through Salesforce Marketing Cloud (SFMC).

You will work closely with the CRM Manager and wider business stakeholders to ensure all communications are delivered on time and to the highest quality standards.


	Your Responsibilities & Accountabilities:

	
As a CRM Executive, you’ll be a key driver in the execution of Simplyhealth’s product-led vision and strategy. In your role of producing and delivering customer communications for our multiple audiences, you’ll be responsible for:

· Developing and executing CRM journeys in SFMC across all channels, including email and SMS, plus new channels when available e.g. push notifications and WhatsApp.
· Working collaboratively with the Content Marketing Team to produce briefs for CRM content requirements.
· Aligning with internal stakeholders such as Product Marketing to ensure communications meet business objectives and customer needs. 
· Utilising customer segmentation to ensure communications are correctly targeted and are highly personalised.
· Applying a test and learn approach to communications, whether they’re standalone or always-on journeys, to continually improve engagement and conversion rates through regular optimisation.
· Analysing campaign results and provide recommendations for future improvements. 
· Managing the delivery of best practice HTML and email design templates.
· Monitoring of live CRM journeys to identify and resolve any data, logic, or content issues.
· Ensuring the content library is efficiently managed, with assets re-utilised across dynamic modules.
· Applying communication permissions compliantly to deliver marketing, value-add and servicing communications.
· Staying up to date with best practices in CRM communications and making recommendations on ways to incorporate these into ours.


	Key Connections:	

	
· All Marketing Teams
· Product Teams
· Sales & Customer Service Teams


	Key Experience:

	
· Significant experience in CRM communications, with demonstrable, hands-on experience in CRM production, deployment and optimisation of multi-channel customer journeys through SFMC
· Demonstrable expertise in the utilisation of advanced logic and data extensions when building programmatic customer journeys
· Data-driven and inquisitive in nature, have meticulous attention to detail and highly organised, with ability to ensure accuracy in all communications
· Ability to manage multiple projects simultaneously
· Analytical skills with the ability to analyse campaign results and provide recommendations for future improvements
· High levels of confidence, determination and commitment
· Ability to work collaboratively with cross-functional teams
· Excellent written and verbal communication skills
· Familiarity with GDPR and PECR data usage guidelines
· Knowledge of FCA and Consumer Duty regulations
· Experience working in both B2B and B2C companies, as well as healthcare sectors/ regulated industries is advantageous, though not essential


	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 time to survive, drive and thrive…

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. 
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. There will be a requirement to attend occasional meetings at our Hampshire head office in line with business needs.
· Reasonable role and task flexibility possible, aligned to Product-led and agile ways of working.
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