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Job Profile
Job Title: CustomEyes Service Manager
Directorate: Operations
Reports To: CYPF Operations Lead
Matrix Reporting To: None
Disclosure Check Level: None
Date created/last reviewed: December 2025
Overall Role Purpose
The CustomEyes Service Manager helps people with sight loss to live the life they choose by developing the CustomEyes alternative format children’s book service, promoting it to sector partners, service users and publishers in order to increase the range of available titles, and ensuring the delivery of a cost-efficient high-quality product for children and families.
Key Responsibilities

Service Delivery
· Responsible for effective leadership and management of a high performing CustomEyes Books service and working with them to ensure best practice and high standards are delivered and evaluated regularly. Responsible for performance management of team members in accordance with Guide Dogs policies and processes. 
· Identify, research and develop key relationships with current and new publishers in order that they supply all publications required in the most appropriate electronic format available. Compile robust case studies and cost/benefit analysis to present to publishers. Develop key relationships with publishers and suppliers to increase the range of titles available. 
· Responsible for ensuring the CustomEyes Books service is a strategic vehicle for promoting our CYPF services.
· Responsible for working in partnership with all regional managers in ensuring that our offer is harnessed and promoted consistently across all relevant regions.
· Responsible for working with regional managers in identifying local opportunities. 
· Work with the internal teams, particularly fundraising and celebrity contacts, to support the development of key relationships with authors and potential partners.
· Develop the CustomEyes proposition and review pricing, book production costs, staff levels, equipment, promotion and advertising, website, membership and titles list.
· Maintain a thorough working knowledge of current relevant legislation, statutory processes and guidance.  
· Proactively identify opportunities to work in partnership with other providers, to develop services and ensure comprehensive support for CYPF affected by VI across the UK. 


Managing Staff and Lead Volunteers
· Provide first-line leadership, managing and developing high performing teams. 
· Develop productive and harmonious team working, knowledge-sharing and promote professional best working practice, all in line with Guide Dogs behaviours.  
· Manage recruitment and staff resourcing in the services to ensure delivery targets are met and operational performance is achieved, coordinating any new staff requirements and/or development needs of staff in the teams.
· Responsible for performance management of staff in accordance with Guide Dogs policies and processes. 
· Provide direct line management to the CustomEyes team as required and ensure compliance with the required standards.
· Resolves issues escalated by team members, identifying and implementing workable solutions. Investigate and handle complaints from service users, in line with SLAs.
· Provide technical knowledge and guidance to support other teams and services in relation to CustomEyes Books.
· Deputise for the CYPF Operations Lead as required. 

Planning and Strategy
· Lead on external projects relevant to the CustomEyes service and own the delivery of project plans including any supervision requirements, quality assurance of delivery, data collation and reporting in relation to set Key Performance Indicators and financial reporting.
· Build professional networks and collaborative partnerships to create, develop and maintain national and regional working relationships within the CustomEyes field and partner organisations. Identify collaborative opportunities to improve and promote the service provision.
· Key role in CYP Operations management team using subject matter expertise to identify improvements in the customer journey and experience. 
· Plan a defined staged delivery plan within their service area for the team(s), working collaboratively with internal and external stakeholders to ensure a cohesive and customer driven plan is in place to deliver current and future needs, in line with the CYPF Strategy objectives and targets and aligned with national goals.
· Monitor and evaluate against key performance indicators, ensuring targets are met and variances are understood and managed. 
· Ensures appropriate resources are available to deliver the plan, meeting the needs of people with sight loss and their families.

Quality Assurance
· Responsible for checking the accuracy of data for CustomEyes, ensure that it is compliant and is used to inform on the performance of the services to identify any concerns or patterns.
· Ensure processes are embedded and validated to enable quality standards to be efficiently met, working collaboratively with managers within each region and nationally alongside service design teams.
· Ensure that all areas of compliance are met with regard to safeguarding, health and safety and operations standards. 
· Ensure effective management of contracts and grants associated with CustomEyes funding. 

Financial Focus
· Ensures that operations staff and volunteers support fundraising where appropriate and proactively work with fundraising to secure income that offsets the services costs. 
· Support the CYPF Leadership Team to ensure all relevant aspects of the operations budget is monitored and team expenditure against that budget is compliant and maximises efficiencies.

Breadth/Scope of Accountability
People Accountability
Number of Direct Reports: Up to 9
Number of Indirect Reports: 0
Number of Volunteers Supervised: Up to 10
Financial Accountability
Annual Income Accountability: None
Assets Managed: None
Budget Accountability: Up to £500k
[bookmark: _Hlk34230889]Application of this Job Profile
All employees are required to carry out other such duties as may reasonably be required to fulfil their role and support functional and organisational objectives. 
All employees must also: 
· Comply with all organisational policies
· Promote the vision and values of the organisation 
· Engage in continuous personal development
This job profile is accurate as at the date shown above. It does not form part of contractual terms and may be varied to reflect or anticipate changes to the role. 
Working at Guide Dogs
As well as other services to enhance the lives of people who are blind and partially sighted, we breed and train guide dogs. Staff and volunteers in all our locations support this work. Therefore, all employees must be comfortable working in environments where dogs may be present. 
Guide Dogs is a volunteer-involving organisation and as such all staff are required to support volunteers in their roles. This may or may not mean the direct supervision of volunteers but will require all staff to play a supporting role. From time to time you may be asked to support / volunteer your time at Guide Dogs events that take place outside of normal working hours. All employees will be expected to advocate for Guide Dogs at all times and be a fundraiser.
Guide Dogs is committed to safeguarding and promoting the welfare of all children, young people and vulnerable adults with whom we work. We expect all of our employees and volunteers to demonstrate this commitment. 
Guide Dogs will require proof of identity and the right to work in the UK.

Person Specification
Education/Qualifications

Essential
· GCSE’s in Maths and English at Grade C or above, or equivalent.
· Relevant qualification in Graphic or Digital design / or equivalent experience in the design and/or publishing world. 
· Able to meet the travel requirements of the role. This may be through holding a valid full UK driving licence or alternative arrangements such as Access to Work support or public transport, if suitable for the role location.
Job-Related Experience
· Significant and proven experience of performance managing a multi-skilled team of staff and/or volunteers to achieve results.
· Experience of managing complex projects and delivering these on time and to budget.
· Experience of collaborative working in a multi-professional setting and can demonstrate a strong ability to liaise effectively with statutory and/or voluntary sectors. 
· Significant experience within the publishing (or related) sector.
· Significant experience in promotion/marketing of publications.
· Experience of working with digital commercial platforms. 
· Established relationships and contacts within the publishing sector.

Desirable
· Comfortable and confident in giving presentations and training to individuals and groups, including experience of chairing or facilitating discussions to include active listening and problem solving in a person-centred environment 
· Experience with current/innovative business communication or cloud sharing devices such as: Teams, SharePoint, Prezi etc.
· Experience in contracts management and tendering process.
Knowledge
Essential
· Knowledge of the principles of data protection, data storage, confidentiality, lone working and information sharing.
· [bookmark: _Hlk85725483][bookmark: _Hlk84856965]Knowledge of Health & Safety and risk assessment practices and compliance monitoring experience
· A comprehensive knowledge of GDPR.
· Knowledge and understanding of effective management protocol.  
· Knowledge and experience of ensuring safeguarding compliance within a team. 
· Knowledge of book production processes, digital print and data entry.
· Knowledge of print on demand and other modern print/ publishing methods.
· Be able to understand and apply design techniques that allows clarity and readability in the final product 
· Understanding of Copyright Licencing Agency (CLA) regulations.


Desirable
· Working knowledge of vision impairment and the impact of this on the lives of children and young people and their families.
· Experience of creating an inclusive work environment for people with a disability.
Skills and Competencies
· [bookmark: _Hlk85725706]Computer literate with advanced skills in the Microsoft Office suite (Outlook, Excel, Word, PowerPoint).
· Curious about data, and the ability to analyse data, collate and present reports and evaluate the impact of the data. 
· [bookmark: _Hlk85725732]Excellent interpersonal skills with the ability to inspire, motivate and collaborate with a range of stakeholders.
· Proven ability to manage challenging situations and to effectively manage customer complaints in an appropriate manner. 
· Demonstrates excellent verbal and written communication skills. 
· Demonstrates developed organisational, planning and time management skills. 
· Conducts themselves in a manner appropriate to a management role.           
· Communicates effectively in different situations and at different levels.
· Creates a team environment which promotes wellbeing and maximises personal effectiveness.
Behaviours
[bookmark: _Hlk34230944]Our behaviours capture the essence of what it is to be Guide Dogs people, whether staff or volunteer. They describe the experience we expect everyone – the people we support, donors, partners, our volunteers and staff – to have while working with us. Guide Dogs people are: 
· Person-centred - We are a group of people working to help each person affected by sight loss. We listen, and recognise that every individual is different in where they’ve come from and where they’re going. We are open, empathetic and inclusive. We place the person at the centre of every decision.
· Expert - We are specialists in what we do. We are committed to excellence and will never stop innovating. We respect our history, but seek out ways to adapt and improve, and are always willing to learn.
· Optimistic - We are relentless in our belief that people with vision impairment can lead the life they choose. We are passionate about helping each person, committed to challenging barriers, and proud of who we are and what we achieve.
So, we: -
· Partner - We only change lives when we collaborate. We build valued relationships with donors. We work together with our service users and colleagues, volunteers and partners – and our dogs, of course – to deliver great outcomes. We support and develop each other.
· Lead-by-example - We can all be a guide. We take the lead and then hand it over, empowering people to make progress independently. We gain trust by having faith in others, and influence by example. We do what we say we will.
· Engage - We cannot change lives if we look on from the side-lines. We get involved, take ownership, and feel responsible for all we do, think and say. We celebrate wins big and small, and we hold ourselves and each other to account.

We use competency-based questioning within our recruitment processes to assess the extent to which candidates demonstrate these behaviours – in ways appropriate to this role – in how they are at work and generally as people.
Safeguarding
If the role does or may involve working with children, young people or vulnerable adults, or supervising those that do, we’ll also be assessing ‘safeguarding competencies’ as part of the process. These are: 
· Appropriate motivation to work with vulnerable groups;
· Emotional awareness;
· Working within professional boundaries and self-awareness; and
· Ability to safeguard and promote the welfare of children, young people and adults and protect from harm.
Mobility
Reading Based. Ability to work remotely if/as appropriate. Ability to travel UK wide, use of own car insured for business use.
Able to travel to meet staff and external partner agencies, including occasional overnight stays. In the absence of a valid UK Driving License, you will be expected to demonstrate how you will fulfil this aspect of the role via alternative means. Able to work occasional evenings and weekends to meet the service need.
Job Group (internal use only)
This role has been evaluated as a Manager, please follow this link to view the salary band.
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