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	Job Title
	Digital Experience Manager  

	Function / Department
	Customer Experience - Marketing

	Location
	Manchester

	Reporting To
	Senior eCommerce and Digital Experience Manager

	Date
	March 2026




	[bookmark: _Hlk138086315]JOB PURPOSE & RESPONSIBILITIES

	Job Purpose:
The Digital Experience Manager is responsible for shaping, optimising, and elevating the end‑to‑end customer experience across Domino’s digital channels (App, Web, and Dom Central–powered systems). This role ensures that our customers enjoy a seamless, intuitive, high‑performing journey from onboarding, menu/deals exploration to checkout and post‑purchase interactions. You’ll partner with a range of stakeholders (Product, Engineering, UX, Marketing, Ops, CRM, and Data) to drive continuous improvement and deliver experiences that fuel customer satisfaction, conversion, and loyalty.​
The role manages and develops one direct report, providing clear guidance, coaching, and support to ensure high standards of delivery, operational excellence, and continuous improvement.​



	Key Responsibilities/Job Tasks:
Customer Journey 
· Manage the optimisation of the digital customer journey across app and web, identifying friction points and resolving through data‑driven improvements.​
· Use customer insights, behavioural analytics, and performance data to shape enhancements and deliver a consistently high‑performing experience.​

Experience Design & Cross‑Functional Delivery
· Work closely with Product, UX, Research and Data to develop solutions that elevate the CX.​
· Embrace a test and learn culture, supporting in managing CRO and UX experimentation roadmaps in line with strategic direction.​
· Influence UX and UR roadmap, ensuring UX discovery and testing are integrated early into the delivery lifecycle to drive the right outcomes for customers.​

Customer Insights, Measurement & Reporting
· Use customer feedback, journey data, and experimentation insights to inform prioritisation and continuous improvement.​
· Track and report on digital performance, customer journey KPIs, and CRO outcomes, ensuring insights influence planning and decision‑making.​

Conversion, Trading & Performance
· Support trading performance through optimisation of key digital touchpoints (e.g., merchandising placements, banners, deal recommendations, upsell/cross sell opportunities checkout improvements).​
· Help deliver and measure conversion rate optimisation (CRO) initiatives and experimentation roadmaps.​

Customer Experience & Onsite Execution
· Ensure all onsite content, campaigns, and promotional activity go live accurately and on schedule.​
· Oversee the quality and consistency of the customer experience from browse through to checkout.​
· Identify friction points and work with Trading, UX, and Product teams to resolve issues.​
· Maintain high standards of accuracy for product content, categorisation, imagery, and attributes.​
· Conduct regular onsite checks to identify errors, UX issues, or broken journeys.​

Operational Excellence
· Drive continuous improvement across workflows and delivery standards.​
· Build and maintain clear processes for campaign execution, QA, and onsite checks.​
· Monitor and reduce recurring issues such as incorrect content, broken links, or missed deadlines.​
· Ensure all activity aligns with the Senior Manager’s strategic priorities and the digital trading calendar.​
· Ensure accurate execution of campaigns and onsite changes.​

Digital Experience Strategy
· Contribute to digital experience strategy, ensuring initiatives align with customer needs, brand standards and business goals.​
· Provide recommendations to Product & UX leadership on strategic initiatives that improve customer satisfaction and efficiency across digital touchpoints.​

Stakeholder Influence & Communication
· Partner with Marketing, CRM, Operations, Franchisee teams, and Technology to align on customer experience priorities.​
· Communicate insights, opportunities, and performance outcomes clearly to a range of stakeholders, including senior leadership.​


	Financial Scope/Operating Budget/Revenue (P&L) (If Applicable) n/a
N/A



The following sections consist mainly of a series of questions related to specific skills/job requirements.  You should focus on the role rather than the individual when considering the most appropriate answer and should base the response on what you consider to be the normal features of the job which are typical of the job and its usual working conditions over the year.

	SKILLS & JOB REQUIREMENTS

	Strategic Responsibility

Deliver the digital customer experience strategy by using customer insights and business goals to influence Product and UX priorities, improving satisfaction, conversion, and efficiency. The role connects cross‑functional teams to enable customer‑centric digital improvements through data, collaboration, and experimentation.

	Business Knowledge

Understanding of digital customer behaviour and ecommerce journeys.
Knowledge of digital trading levers (merchandising, content, promotions) and their commercial impact.
Familiarity with UX, CRO, and experimentation principles.
Ability to use analytics, customer feedback, and journey data to guide decisions.
Awareness of operational workflows, QA processes, and product/tech delivery models.

	Problem solving

Ability to spot and diagnose customer‑journey issues using data, feedback, and onsite checks.
Skilled at interpreting analytics and CRO insights to identify the most impactful improvements.
Collaborates across teams to resolve complex UX, product, content, or operational problems.
Proactively identifies and fixes recurring execution issues through better processes and QA.
Uses experimentation and test‑and‑learn approaches to validate solutions and drive optimisation.



	Decision making

Makes day‑to‑day decisions on journey optimisation, onsite execution, and resolving customer or operational issues.
Uses insights and data to influence and shape decisions across Product, UX, and wider cross‑functional teams.
Shapes and contributes to digital experience strategy by advising senior stakeholders on customer‑centric priorities and opportunities.
Oversees and guides a direct report’s decisions, ensuring quality, accuracy, and alignment with strategic goals.

	Communication

The role requires strong communication skills to translate complex customer insights, data, and UX findings into clear, actionable recommendations for cross‑functional teams. It demands the ability to influence Product, UX, Marketing, Ops, CRM, and Technology stakeholders, ensuring alignment on priorities and digital experience goals. Effective written and verbal communication is essential for presenting performance updates, framing problems, and gaining buy‑in for customer‑centric improvements, while also providing clear direction and feedback to a direct report.


	Innovation

The role drives meaningful change by shaping the digital customer experience roadmap and influencing cross‑functional priorities through customer insights and data. It supports digital experience transformation by introducing new optimisations, experimentation practices, and improved workflows that enhance digital performance and operational quality. It plays a key role in guiding and enabling change across Product, UX, Marketing, Ops, CRM, and Technology to ensure the business evolves around customer‑centric digital improvements.




Please summarise the levels of minimum education, knowledge, skills and experience this position requires (e.g., if you would be recruiting to fill this position, what aspects of background or knowledge would you expect a successful job applicant to have?)

Note: This may differ from the current job holder’s own skills and experience

	JOB SPECIFICATIONS

	Degree/Professional Qualification
	· Not essential

	Knowledge
	· Understanding of digital customer behaviour and end‑to‑end ecommerce journeys.
· Knowledge of eCommerce trading fundamentals, including conversion, promotions, and merchandising.
· Familiarity with UX and design principles, CRO methods, and how insights inform decision-making
· Ability to interpret digital analytics, customer feedback, and journey data.
· Practical understanding of how cross-functional teams (e.g., Marketing, CRM, Tech, Finance, Franchisees) work together to deliver digital outcomes.

	Skills/Ability
	· Ability to analyse customer behaviour, journey data, and digital performance metrics.
· Strong problem‑solving skills with a focus on identifying friction points and driving optimisation.
· Confident communicator able to influence cross‑functional teams and present insights clearly.
· Strong organisational and execution skills with high attention to detail and quality.
· Ability to collaborate effectively with Product, UX, Tech, Marketing, CRM, and Ops teams.
· Capable of managing and developing a direct report, providing direction and feedback.




Domino’s Job DescriptionClassification: Confidential 

image1.jpeg




