


Job description 

Job title: 	Digital Delivery Manager
Reports to:	Senior Digital Innovation Manager
Department:	Engagement
Directorate:	Income and Engagement

Our vision
A future free from arthritis.
 
Our mission
We won’t rest until everyone with arthritis has access to the treatments and support they need to live the life they choose with real hope of a cure in the future. 
 
To deliver our mission we invest in world class research, deliver high quality services and campaign on the issues that matter most to people with arthritis.  We have developed an ambitious five-year strategy, complimented by our research strategy to help us achieve our vision and mission.
 
Our values  
We are United, Compassionate, Inclusive and Brave in all that we do.
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Income and Engagement (I&E) Directorate
The Income and Engagement Directorate drives action across audiences to transform awareness of arthritis, build the charity's profile and develop a strong, active and loyal community of support. The directorate brings together traditional fundraising streams, earned income opportunities and strategic brand, marketing, communications and digital to maximise engagement with our supporters to deliver increase income so we can drive greater impact for people with arthritis. 
Within Engagement, we are responsible for brand, marketing, digital, content, creative, communications and media. Alongside putting people with arthritis at the centre of our work, we use insight, evidence and a test and learn approach to create and refine everything we do.  We are fortunate that 80% of our supporters are made up of people living with arthritis. We inspire and motivate people and partnerships to get us nearer to our shared vision of a future free from arthritis.
 
Job purpose 	
As we grow our digital presence and further develop our digital strategies, we are looking for an experienced Digital Delivery Manager to join us to lead the delivery of a new digital health information project. The project will offer a vital touchpoint for people who have recently received an arthritis diagnosis. The role holder will support Arthritis UK’s plans to transform awareness of arthritis, ensure a high-quality digital experience for our users, and help deliver growth in services, income and impact.  
You will be responsible for delivering an exciting digital healthcare tool and website journey. You will create the roadmap, manage the project and iterative development, ensuring the tool and journey meets and exceeds the needs of people with arthritis and supports the charity’s wider strategic goals. An externally funded project, you will be responsible for the overall delivery and governance as part of a wider charity consortium and will represent Arthritis UK and our beneficiaries’ needs. 
Acting as the bridge between stakeholders, users and our external digital agencies, you will collaborate with other teams to deliver this new digital project, championing the use of a data-driven and user-centred approach to increase access to our information and support services.  
This role sits within a collaborative, ambitious digital team and will require strong project management and prioritisation skills. 

Main duties
Product delivery	 
· Lead the development and delivery of the arthritis diagnosis digital tool, new template build and optimised website journey, as part of a wider charity consortium designed to improve access to health and care information and support. 
· Design and manage the project roadmap and backlog, working with technical teams across digital, data, content, engagement, and innovation and performance to agree and meet key delivery milestones.
· Develop strong relationships and collaborate closely with internal stakeholders in our wider services teams and our agency delivery teams, managing the delivery of the tool, journey, content improvements and Search Engine Optimisation (SEO)/Artificial Intelligence Optimisation (AIO)/Answer Engine Optimisation (AEO) for this new digital project. 
· Lead sprint planning and status meetings with agency partners to ensure that the delivery is project managed from inception to launch across the project’s two delivery phases.
· Collaborating with our SEO agency, manage the delivery and implementation of a tracking plan. Monitor project Key Performance Indicators (KPIs) across the digital journey to measure impact, drive improvements and report against the defined programme goals. 
· Complete user acceptance testing and ensure that the final product meets all acceptance criteria prior to launch. Collaborate with stakeholders in our data and innovation and performance teams to test integrations with our Dynamics Customer Relationship Management (CRM) and Engaging Networks email platform and the end-to-end user journey.

Stakeholder management and governance 
· Support the external project management and governance as part of the Programme Management Board.
· Attend external consortium meetings to represent Arthritis UK and the needs of our beneficiaries.
· Attend all internal programme meetings to update the programme team on the status of the development of the project’s digital components.
· Report on project milestones, KPIs and measures to ensure the project remains on track and in scope.
· Build and maintain strong working relationships with internal stakeholders across the organisation, including services and engagement teams.
· Be a visible advocate for quality and user-centred, data-informed digital experiences and agile project management approaches.

Insight and data 
· Conduct ongoing user research, usability testing and feedback loops to ensure that digital product and journey decisions are grounded in real user needs. 
· Monitor and report on performance against metrics at organisational and project programme board level.  
· Analyse the performance of Phase 1 of the project across the digital tool, website journey and content engagement. Collaborate with stakeholder owners of the data and email journey components to understand performance across the total journey and suggest website and content enhancements for the project’s Phase 2. 
 
Accessibility  
· Champion inclusive design and ensure that digital products meet legal accessibility requirements and Web Content Accessibility Guidelines (WCAG) 2.1 standards.
· Support Arthritis UK’s equity, diversity and inclusion strategies by embedding accessibility best practices throughout the product lifecycle. 

Other duties
· Take part in occasional workshops and innovation sessions to identify, discuss and experiment with new tools, technologies, processes and ideas.
· Embrace, embed and deliver organisational values, commitments, and culture throughout all activity.
· Ensure all designated training is completed and all activity is delivered in line with organisational policy and practice.
· Embrace a safeguarding culture where everyone has responsibility for the safeguarding and wellbeing of vulnerable adults and children.
· Undertake any other duties as appropriate to the role and organisational requirements.
  
Key stakeholders and relationships (internal/external)
· Digital Product team colleagues: Content Strategist, Digital Product Owner and Digital Officer
· Colleagues across Digital and Data, Innovation and Performance, Services, Research and Nations teams.
· Income and Engagement teams.
· External digital agencies and suppliers.
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End of job description. Person specification on following page. 


Person specification 
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Experience and knowledge

· Proven experience as a digital delivery manager, digital product owner, product manager or equivalent role in a digital environment.
· Experience developing delivery roadmaps, managing product backlogs and conducting user acceptance testing.
· Experience of collaborating with partners in an external partnership programme to deliver a digital product or service.
· Demonstrated success using agile approaches, including sprint planning, iterative development and collaborative stakeholder engagement.
· Experience working with external digital agencies to develop and launch successful digital products.
· Demonstrated experience of user research, usability testing and data-driven product development.
· Apply knowledge of SEO, AEO, and AI-driven search (AIO) to ensure optimisation across the evolving search landscape.
· Apply understanding of user-centred design, user experience, web performance and digital engagement best practices.
· Experience overseeing website compliance with accessibility standards and General Data Protection Regulation (GDPR).

Skills
· Strong understanding of website technologies, the digital product lifecycle and project management using agile approaches.
· Ability to translate user needs and organisational requirements into user stories, acceptance criteria and development briefs.
· Ability to interpret and use analytics and user insight tools to inform product decisions (e.g. Google Analytics 4, Umami, Search Console, Hotjar).
· Ability to create project status and product performance reports and disseminate to stakeholders, including non-digital specialists.
· Excellent stakeholder collaboration skills and the ability to represent Arthritis UK at external partnership meetings.
· Ability to communicate complex technical concepts clearly to non-technical audiences, including at Programme Management Board meetings.
· Awareness of emerging technologies and digital and search trends, including Artificial Intelligence (AI).
· Knowledge of digital accessibility and inclusion best practices.
· Proactive and innovative, with a solution-focused approach and excellent prioritisation skills.

Desirable experience, knowledge and skills

· Experience of working in the health charity sector.
· Certification in product ownership or agile methodologies (e.g. Certified Scrum Product Owner, AgilePM).
· Knowledge of safeguarding best practices in digital contexts.



Criminal Record Check

Arthritis UK is committed to keeping children, young people and vulnerable adults safe from harm. We will undertake safer recruitment practices and relevant checks applicable for the role. 

This role DOES NOT require a Criminal Record check.

End of person specification.
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