Role Profile

Job Title | Senior CRM Analytics Reports To Head of Customer Location | Bradford
Development Manager Experience, Data and
Insights
Job Code MARKO011-1 Grade M3
Date Created / Updated May 2021 Department Customer Experience, Data
and Insights

Purpose: FGH brands run several hundred targeted marketing campaigns each season across all key contact channels. Identifying
new opportunities to increase customer engagement and drive incremental revenue is a core part of FGH marketing. Customer
targeting and CRM strategy development is driven by CRM Analytics Development, part of the Customer Experience, Data and
Insights team, and is closely aligned with the brand marketing and customer operations teams they support. As leader of CRM
Development, you will be driving the customer contact strategy and optimisation, harnessing the power of our customer data to
drive commercial revenue and enhance the customer experience. This role plays a key part in the strategic shift towards digital
channels, and need for predictive analytics, increased complexity of campaign attribution, agile testing and learning.

Your Role Accountabilities

Skills & Experience

e Being responsible for the management of a small team of highly skilled
analysts driving insights and developing business strategies, improving
the targeting of customers across digital marketing channels

e Ownership of analytics behind all data-driven strategies and solutions to
improve revenue performance and operational efficiencies.

e  Working with the Digital Optimisation Team to ensure all targeting
models are optimised and fit for purpose.

e  Ownership of test and control over Digital Marketing Channels to
improve campaign efficiency, delivering campaign performance analysis
learnings in a clear, comprehensive and timely manner

e  Working with stakeholders to develop consistent campaign management
and testing processes consistently across all business units, including
improved model usage.

e Development of acquisition, win back and nurturing campaign insights
including close liaison with data pools and media agencies.

e Supporting Customer Management teams during peaks in workload by
running campaigns and associated processes.

e Working closely with Credit Risk to ensure campaigns are optimised for
sales and credit revenue.

e Working with suppliers, Otto Group and other external sources to
introduce new ideas

e  To be committed to the fair treatment of customers at all times

e Ensure compliance with all applicable UK and local regulations, Company
Policies and FCA Conduct Rules

e  Demonstrate behaviours in line with our Company values

e  To take reasonable care for the health and safety of yourself and other
persons who may be affected by acts and omissions at work

Experience of campaign management
planning, selections and results especially in
digital channels

A self-starter with a desire to innovate and
excellent stakeholder skills.

Disciplined and accountable — ensuring
programmes of work are well specified and
delivered to agreed timescale and quality.
A real team player and builder — the drive to
play a leading role in a dynamic CRM team
A genuine desire to drive change and build
great capabilities, strategies and work!
Hands on and practical, as well as strategic
Positivity with a ‘can do’ attitude.

Innovative, cutting edge and driven to develop
a best in class offering for the customer.
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