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	Job Title
	Customer & Consumer Analytics Manager

	Function / Department
	Digital (Marketing)

	Location
	Milton Keynes / Manchester (Remote)

	Reporting To
	Head of Insights

	Date
	March 2026



	[bookmark: _Hlk138086315]JOB PURPOSE & RESPONSIBILITIES

	Job Purpose:
The Customer & Consumer Analytics Manager is responsible for the development, delivery, and interpretation of customer, consumer, and market insights across the UK & Ireland business. This role blends qualitative research, quantitative analytics, and competitive intelligence to help inform strategic decision‑making, shape customer experience improvements, and strengthen commercial performance.

The manager oversees end‑to‑end insight generation — from market share analysis through to customer sentiment measurement (e.g. customer surveys, NPS, operational sentiment) — while ensuring insights are translated into actionable recommendations. The role also requires strong technical capability in SQL, dashboard development, and quantitative modelling, as well as line‑management responsibility for analysts within the team.

	Key Responsibilities/Job Tasks:
 Customer & Consumer Insight 
· Own the insight roadmap across customer, consumer, brand, and competitor domains.
· Lead analysis of UK & Ireland market share, competitor performance, and broader consumer trends.
· Translate insight findings into clear, actionable recommendations for Product, Marketing, Digital, and Operations teams.
· Business owner of the SCV (Single Customer View)
· Oversee qualitative research programmes (focus groups, depth interviews, concept testing).
Customer Sentiment & Feedback Management
· Manage and evolve the SMG survey programme, including methodology, performance metrics, and operational sentiment analysis.
· Own reporting of NPS, satisfaction drivers, detractors’ root cause analysis, and experience‑led feedback loops.
· Partner with Operations to close the loop on customer pain points supported by data‑driven insights.
Quantitative Analytics & Technical Delivery
· Lead SQL‑driven analytics to support customer segmentation, behavioural modelling, and performance tracking.
· Build and maintain intuitive dashboards for senior stakeholders (e.g., Power BI, Tableau).
· Develop customer segmentation frameworks (e.g. RFM segmentation) and behavioural cohorts that improve targeting and personalisation.
· Oversee data quality, querying standards, and compliance with governance for customer-related datasets.
Team Leadership & Development
· Manage and mentor a team 
· Define workload priorities, ensure best‑practice delivery standards, and support development plans.
· Foster a culture of curiosity, evidence‑based thinking, and analytical excellence.
Cross-Functional Collaboration & Influence
· Work closely with Digital Analytics, Marketing, Operations, Strategy, and Product teams to embed insights into decision-making.
· Act as the voice of the customer across the organisation, presenting findings to senior leadership when required.

	Financial Scope/Operating Budget/Revenue (P&L) (If Applicable) n/a
Please complete if this job has financial responsibility?
· No direct P&L ownership; responsible for managing research spend (e.g., SMG, agencies, qualitative research partners) within agreed budgets.



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
Please provide details of the level of responsibility the role has for setting strategy: (Please indicate if a role has accountability for setting or inputting into a specific strategy e.g., a Functional Strategy, please confirm if it is Significant)

· Provides senior leaders with insight‑driven recommendations that enable wider decision making around long-ter plans and strategic decisions..
· Provides significant input into marketing, brand, loyalty, and customer experience interventions.

	Business Knowledge
Please provide details of how much business knowledge the role requires as a minimum requirement i.e. how much internal knowledge of the business is required, and how much if any external commercial awareness is required? Which teams does the role work closely with?

· Requires strong understanding of internal customer datasets, digital analytics, and operational performance drivers.
· Must maintain external awareness of competitor activity, consumer behaviour trends, and market dynamics.
· Aware of the wider Marketing & Digital as well as business strategy.

	Problem solving
Please provide details of how the role resolves problems/issues on a daily basis: e.g. Does the role use straightforward common sense? Does the role make straight forward judgements and is guided by precedents? Does the role evaluate multiple sources of information in complex or novel situations?

· Evaluates multiple data sources (qualitative + quantitative + market data) to resolve complex, to provide insights that enable finding answers to ambiguous customer problems.
· Uses structured analytical approaches to identify customer friction, emerging trends, and behaviour shifts.
· Designs experiment‑led approaches to validate hypotheses (A/B tests, sentiment shifts, pricing impacts, etc.).
· Applies judgement when data is incomplete, ensuring balanced, evidence‑based recommendations.

	Decision making
What level of decision making is required of the role and on what decisions does it impact? E.g. there is little requirement for decision making in the role, or role makes decisions within defined procedures, or role makes decisions outside of established procedures but within a policy framework, or role makes decisions within broad business guidelines where there are few or no policies available.
· Makes decisions within a defined insight and analytics framework, but must also apply judgement beyond precedent in complex scenarios.
· Sets analytical priorities and determines the most appropriate methodologies for insight generation.
· Provides recommendations that influence senior‑level decision‑making across commercial, digital, and operational functions.

	Communication
Please outline the type of communication skills required: e.g. is basic common courtesy required, or regular exchange of factual information, or are influencing or negotiation skills required as an essential requirement of the role?
· Communicates complex insights clearly to both technical and non‑technical audiences.
· Requires strong storytelling, persuasion, and stakeholder‑management skills.
· Regularly presents findings at senior forums and cross‑functional groups.
· Must be able to challenge constructively and influence decisions with evidence.

	Innovation
To what extent does the role contribute to and manage change, e.g., suggest improvements to products/processes or contributes useful ideas or regularly recommends improvements on existing procedures and quality within own area, or develops/adapts new existing processes for increased quality/efficiency or continuously searches for improvements in techniques which add value to the business and has full responsibility and accountability for implementing these.

· Continuously evolves insight methods, exploring new tools, research approaches, and modelling techniques.
· Recommends improvements to dashboards, feedback loops, segmentation models, and survey programmes.
· Identifies opportunities to automate or optimise reporting processes.
· Experiments with new customer metrics, predictive analytics, and mixed‑method insights approaches.



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
	· Degree in Analytics, Statistics, Data Science, Psychology, Marketing Science, Business, Economics, or related field.
· Further qualifications in research methods, analytics, or data science advantageous.

	Knowledge
	· Strong understanding of customer insight methodologies (qualitative & quantitative).
· Knowledge of SQL, data warehousing, and BI tools.
· Understanding of customer segmentation (including RFM) and behavioural analysis.
· Knowledge of market research techniques, sampling, survey design, and consumer psychology.
· Awareness of UK & Ireland consumer and retail/food market trends.

	Skills/Ability
	· Strong SQL skills and experience building dashboards (Power BI, Tableau, Looker etc.).
· Ability to analyse large datasets and derive clear, commercial insights.
· High attention to detail
· Organisational and prioritisation skills 
· Strong storytelling and communication skills.
· Stakeholder management
· Team management and coaching skills.
· Ability to balance qualitative intuition with quantitative rigour.
· Strong organisational and prioritisation skills.
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