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Job Description – Panda Leadership Role	

	Job Title
	Head of Digital Prodcuts

	Reports to 
	Chief Customer Officer

	Location
	UK – Leeds or Manchester or Liverpool


1. 
	Role Overview:

We are seeking a strategic, commercially focused Head of Digital Products to lead the development, optimisation, and integration of all customer-facing channels, for all customer segments. This includes our Digital platforms (web, app, portals), CRM and Contact Centre Telephony.
The Head of Digital Products will own the multi-channel roadmap and will be accountable for delivering a defined share of Panda’s commercial growth, increased online sales, improved revenue performance, and higher digital adoption for both sales and service interactions.
This is a senior leadership role with direct line management responsibility for a cross-functional product/design team and dotted-line responsibility for channel marketing campaigns.


2. 
	Key Responsibilities:

Digital Product Strategy, Vision & Commercial Impact
· Define the strategic direction for all customer-facing channels with accountability for delivering a percentage of Panda’s overall growth targets in sales and revenue.
· Develop a channel strategy that increases the digital share of the channel mix, driving customers towards self-serve bookings, account management, and service requests.
· Build and maintain a multi-channel roadmap aligned with revenue growth, cost efficiencies, customer experience improvements, and operational readiness.
· Ensure all channels (Digital, CRM, Telephony) operate cohesively as one integrated ecosystem.
Customer & Market Insight
· Own the end-to-end customer journey across digital, CRM, and telephony touchpoints, ensuring consistency and conversion optimisation.
· Use research, analytics, and feedback to identify opportunities that increase both sales and digital adoption.
· [bookmark: _2l4u5s5xmnuz]Partner closely with Brand & Marketing Communications, to ensure campaigns are optimised for conversion and channel efficiency.
Platform Ownership & Channel Enablement
Digital (Optimizely)
· Own and optimise all digital sales and service journeys: web, app, and portal.
· Use Optimizely experimentation, personalisation, and CMS capabilities to increase digital conversion and average order value.
· Lead and manage the SEO and PPC strategy and plans to support sales growth and reduce cost of acquisition
· [bookmark: _meuwk0x36fca]Ensure online pricing, inventory, and availability tools directly support revenue targets.
CRM (Freshworks)
· Enhance CRM workflows that contribute to revenue growth (lead management, sales pipeline, automated follow-ups).
· Create CRM-driven customer retention, cross-sell, and upsell mechanisms.
· [bookmark: _yq4blcdhoeyl]Improve customer service efficiency to shift interactions into lower-cost, digital-first channels.
Telephony (Talkdesk)
· Optimise call routing and agent workflows to improve sales performance and first-time resolution.
· Reduce manual service call volume by improving digital and CRM self-serve alternatives.
· Ensure telephony insights drive continuous improvements in commercial performance and customer satisfaction.
Delivery & Backlog Management
· Own a consolidated backlog for digital, CRM, and telephony initiatives, prioritised based on commercial impact and customer value.
· Write clear requirements that support measurable improvements in conversion, revenue, and digital channel share.
· Lead sprint planning, backlog refinement, and cross-functional alignment using Agile delivery methods.
· Ensure technical solutions support scalable growth in digital self-serve volumes.
Cross-Functional Leadership & Collaboration
· Work across Growth, UK and Ireland Sales / Collections and Operations, and Finance to ensure channel improvements translate into measurable commercial outcomes.
· Ensure product and pricing changes improve competitiveness and maximise digital revenue contribution.
· [bookmark: _y0fesj7r4znl]Within the function partner with Marketing, Customer Experience and Data to deliver campaigns that drive online conversions and repeat digital bookings.
Team Leadership & Line Management
Directly manage a multi-disciplinary team of:
· Service Design 
· UX optimisation Specialist
· Business Analyst 
· Developer / Engineers
[bookmark: _zda9onl3sj3m]Dotted-line responsibility for a Marketing & Campaigns Manager to ensure alignment between campaign activity, product evolution, and outcomes.
Performance & Optimisation
· Develop and track KPIs tied to revenue, digital adoption, cost-to-serve, conversion, and customer satisfaction.
· Be accountable for delivering a proportion of Panda’s annual sales and revenue growth through owned channels.
· Drive a measurable increase in the digital share of sales (online bookings, app usage, digital quotes) and digital share of service (online account management, self-serve requests).
· Use A/B testing, analytics, and journey optimisation to continually improve performance.



	Skills & Experience:

Essential
· Proven Product Owner/Product Manager experience with commercial accountability.
· Scrum Master / Agile experience essential.
· Experience driving revenue, conversion, or digital channel share improvements, including SEO and PPC.
· Hands-on experience with digital, CRM, or telephony platforms (Optimizely, Freshworks, Talkdesk ideal).
· Strong leadership experience managing cross-functional teams.
· [bookmark: _ekkrgpdjbipi]Excellent analytical and communication skills.
Desirable
· Background in recycling / waste management, logistics, services, or field service operations.
· [bookmark: _8pewdzqrr40j]Experience with omni-channel strategy, digital self-serve adoption, or contact centre optimisation.
Key Attributes
· Commercially driven with a strong understanding of revenue levers.
· Customer-obsessed and passionate about digital transformation.
· Strong communicator able to influence stakeholders across the business.
· Data-led, highly organised, and proactive.





	Success Measures:

· Delivery of a defined percentage of annual business revenue growth through improvements across Web/App/Portal/CRM/Telephony.
· Increase in digital share of sales, measured by online bookings, digital conversions, and reduced reliance on manual channels.
· Increase in digital share of service, measured by self-serve volumes for account management, amendments, and issue resolution.
· Improved operational efficiency and reduced cost-to-serve.
· Higher NPS/CSAT and improved customer journeys end-to-end.
· High-performing team delivering consistently against roadmap goals






image0001.png
Panda




