Head of Customer Experience
About Stannah
Stannah is a family-owned business with over 150 years of heritage, helping people maintain independence and mobility through stairlifts, homelifts and accessibility solutions. Operating across multiple markets, Stannah combines long-term thinking, engineering excellence and customer care to improve lives every day.
Today, the Home Accessibility business is entering an exciting new phase of growth and transformation. Through the Re-Ignite for Growth programme, we are redefining our strategy, strengthening our brand, modernising our marketing capabilities and building a more connected international organisation. This includes the development of a new brand strategy, the appointment of new agency partners across creative, media and performance marketing, and the implementation of a major marketing transformation programme designed to accelerate growth and improve marketing effectiveness across all markets.
As Stannah looks to delight every customer and increase conversion at every stage of the journey, this role will play a critical part in ensuring that the experience we deliver, from first enquiry through to ongoing maintenance, is consistent, outstanding and a true differentiator for our brand.

Head of Customer Experience
Location
Flexible / Hybrid
Reporting To
Marketing & CX Director, Home Accessibility

Role Purpose
The Head of Customer Experience is responsible for defining and leading Stannah Home Accessibility's global approach to customer experience, mapping the end-to-end customer journey and driving the improvements that make the biggest difference to customers and to growth.
Working in partnership with markets, Sales, Operations, Insight and Brand, the role develops the global customer journey framework and CX blueprint, tracks customer satisfaction and leads the prioritisation of action plans across the company. Markets remain accountable for mapping their local journeys and delivering local improvements, supported by the frameworks, insight and guidance this role provides.
As a member of the Marketing Leadership Team, the role will play a key role in the Re-Ignite for Growth programme, helping to ensure that customer experience sits at the heart of how Stannah competes and grows.

Key Responsibilities
Customer Journey
· Develop and own the global end-to-end customer journey framework for Home Accessibility.
· Support markets in mapping their in-market journeys, including local pain-points, using the global framework.
· Work with Brand to ensure the brand strategy is reflected consistently in the customer experience.
· Ensure customer experience insight informs marketing, proposition and sales activity.
Customer Satisfaction & Insight
· Track customer satisfaction (CSAT) across markets and make performance available performance to the Marketing Leadership Team and business leaders.
· Work with Insight to develop and run a multi-market CSAT study, including the drivers of satisfaction and dissatisfaction.
· Translate CSAT findings into clear priorities and a cross-company action plan.
· Help markets use CSAT insight to better understand their in-market customers.
· Champion the voice of the customer, including customer research groups, across the business.
Global CX Blueprint & Improvement
· Develop the global blueprint for the evolved customer experience, from sales lead to appointment, sale, installation and post-sales maintenance.
· Run a working group with markets to ensure the blueprint is practical, scalable and reflects local needs.
· Lead global improvement initiatives that address the highest-priority customer pain-points.
· Support markets to develop in-market action plans and lead local improvement initiatives.
· Work with Sales, Operations, Service and other functions to ensure the blueprint is delivered consistently end to end.
· Identify opportunities to improve conversion, retention, referral and advocacy at every stage of the journey.
Market Partnership & Capability Building
· Act as the central customer experience expert for Home Accessibility markets.
· Provide support and guidance as required on journey mapping, CSAT interpretation and improvement planning.
· Share best practice, learning and innovation in customer experience across markets.
· Develop frameworks, tools and guidance that markets can use locally.
· Build customer experience capability and a customer-centric culture across the organisation.
· Work closely with Product Marketing, CRM, Brand and Creative to ensure propositions, communications and the customer experience are aligned.
Marketing Transformation
· Play a leading role in the Re-Ignite for Growth programme.
· Introduce common customer experience frameworks, measures and governance across markets.
· Help build a more customer-centric, data-driven marketing and commercial organisation.
· Drive adoption of consistent ways of working across central and local teams.
· Foster a culture of customer-centricity, accountability and continuous improvement.

Leadership Responsibilities
· Support and influence customer experience improvement across multiple markets and functions.
· Build strong relationships with market leaders, Sales, Operations and Service stakeholders.
· Act as a trusted advisor on customer experience and the voice of the customer.
· Foster collaboration between markets, agencies and central teams.
· Develop future capability through coaching, mentoring and knowledge sharing.
· Champion customer-centric, evidence-based decision making across the Home Accessibility business.

Success Measures
Customer Outcomes
· Improvement in CSAT across markets.
· Reduction in key customer pain-points identified in the journey.
· Improved conversion at key stages of the customer journey.
Journey & Blueprint
· Delivery and adoption of the global customer journey framework.
· Delivery of the global CX blueprint from sales lead through to post-sales maintenance.
· Progress and impact of global improvement initiatives.
Insight
· Delivery and impact of the multi-market CSAT study.
· Quality and delivery of the cross-company CSAT action plan.
· Adoption of customer insight in decision-making across the business.
Market Impact
· Market satisfaction with central support and guidance.
· Completion of in-market journey maps and action plans.
· Improvement in customer experience capability across markets.
Transformation
· Successful implementation of new ways of working.
· Delivery of key Re-Ignite for Growth initiatives.
· Embedding of customer-centricity across marketing, sales and operations.

Candidate Profile
Experience
· Significant experience in customer experience, customer insight, service design or marketing leadership roles.
· Proven track record of mapping customer journeys and delivering measurable improvements in customer satisfaction and conversion.
· Experience developing CX frameworks or blueprints and leading cross-functional improvement programmes.
· Experience of managing customer satisfaction measurement, such as CSAT or NPS, and turning findings into action.
· Experience influencing across sales, operations and service functions without direct authority.
· Experience operating within multi-market or matrix organisations.
· Experience in consultative-sales, installation or service-led businesses is desirable.
Skills & Capabilities
· Strong strategic thinking and commercial acumen.
· Deep understanding of customer behaviour and what drives satisfaction and loyalty.
· Strong analytical and problem-solving skills.
· Excellent stakeholder management and influencing skills.
· Ability to translate insight into practical, prioritised action plans.
· Excellent communication and facilitation skills.
· Strong project and change management capability.
Personal Attributes
· A winning mindset.
· Customer-obsessed and empathetic.
· Curious and insight-driven.
· Collaborative and relationship-oriented.
· Resilient and adaptable.
· Results-oriented and pragmatic.
· Passionate about continuous improvement and delivering excellent customer experiences.

A unique opportunity to help shape the future of Home Accessibility marketing, building the frameworks, partnerships and capabilities needed to deliver an outstanding experience for every Stannah customer across all of our markets.
