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Job Description – Change & Business Readiness Manager 
	  Department
	ODT -  Business Change

	Grade 
	12

	Reporting to 
	CMO Manager

	Direct reports (yes or no)
	Yes

	WTW Code 
	ACD018-M2-12 



	Job Purpose 

	· To support the Programme to deliver change and business readiness within the A2Z initiatives. 
· To create and deliver to a robust change plan, focussing on both internal and external customers, with clearly defined timelines and deliverables, which align to the wider programme timelines and land the required change.  
· To define the required customer onboarding activity, working closely with the Customer Engagement, Product and Programme teams to ensure all relevant customers are prepared at each key delivery stage. 
· To ensure priority focus on customer readiness across 4 distinct areas – change impact assessment, change matrix plan, 2-way communications strategy, testing approach and training approach.





	Key accountabilities 

	Undertake and manage the change impact assessments required for specific projects/workstreams within the wider programme and develop alongside Product and Programme teams the change matrix plan required for each customer type.
Develop and manage the change plan, in conjunction with the Customer Engagement Programme Lead, ensuring it is aligned with required programme change deliverables, milestones and timelines – adjusting priorities, delivery milestones and focus where necessary.
Outline the change required for internal customers with business readiness activities and communicate with key relevant stakeholders within the impacted internal teams.
Proactively identifying and managing risks to the change plan or proposed delivery methodology within the programme framework, escalating as required, and where they become Issues, managing the actions required to close those.
Work closely day-to-day with the CEM team to support customer interactions, escalations and manage any related impact to the change plan.
Manage the creation and development of all associated training materials for customers who will be interacting with the Programme
Manage the critical interactions between the programme team, the product team and the communications team to ensure all customer communications are accurate and aligned to programme milestones , deliverables and timelines (microsite, newsletter, board updates, general updates, customer specific updates)
Work alongside the Workstream Leads to stay abreast of the delivery plan and how it links to customer readiness, specifically focusing on where plans need to flex and pivot
Coordinate with the CEM and testing teams to ensure a rigorous approach to understanding all customer needs and scenarios for testing has taken place. 
Work alongside the customer testing team to fully consider all customer specific scenarios – these must be understood and documented in a way that can be tested (to identify any customer nuances that a general spec might be able to mask before go live)
Work closely with the Customer Engagement Programme Lead day to day to ensure customer readiness activities are on track and be capable of pivoting quickly, changing tactics in flight to meet emerging or immediate needs of the Programme




	Role requirements 

	Essential:
Understanding change methodology and experience of using this within a programme to apply to impact assessments and stakeholder management planning
Experience of advising delivery worksteams of impact of their proposed changes
Exceptional stakeholder relationship management and communication skills
Significant planning, prioritisation and time management capability
The ability to work within a structured programme adhering to agreed milestones
Experience developing customer communications intended for various channels
Experience managing change cross functionally, where all functions are working to a common goal, and raising and managing Risks and Issues in this environment
Experience of working with a customer testing team to devise approach and scenarios
Experience developing training material for external and internal customer use – experience of delivering training workshops would be beneficial

Desirable:
Previous experience working in a Product role, ideally in an agile environment
Previous use of DevOps in a product/project capacity
UK Insurance industry experience (preferably motor) would be beneficial
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