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Job Profile
Job Title: CRM Stabilisation & Transition Manager (FTC – 2 years)
Directorate:  Information Services (IS)
Reports To: Head of Business Technology
Contractual Location: Office Based: Reading, London or Leamington
Disclosure Check Level: None
Date created/last reviewed: 14 July 2026	
Overall Role Purpose
The CRM Stabilisation & Transition Manager helps people with sight loss live the life they choose by safeguarding the continuity of Guide Dogs’ core supporter systems during a period of design and transition, leading the safe decommissioning of Fetch (see note below) while strengthening and stabilising the connections with Salesforce, Agresso and other core systems. It ensures that the dependencies, data flows, and service operations connecting Fetch to other systems is, documented, and managed through change. Acting as the bridge between legacy and future environments, the post holder reduces operational risk, protects income and compliance, and embeds the foundations for long-term platform stability and readiness.
Note:
Fetch is Guide Dogs' in-house business-critical integration hub (Legacy CRM) supporting income processing, consent compliance, supporters, volunteers, service user communications, and reporting. It is based on a Legacy CRM platform, CareNG from OneAdvanced, and links into our Salesforce CRM. It is due to be decommissioned in 2028.

Key Responsibilities
· Apply transition management and change planning to maintain service continuity, while using product management methods such as backlog ownership, demand control, and forward planning to coordinate and risk assess demand.
· Consolidate requests, providing visibility of risks and dependencies, and sequencing change, the role enables business continuity while creating the conditions for successful decommissioning tomorrow
· Define readiness for and prepare for the safe transition away from a legacy fundraising CRM (CARE), coordinating all activities required for its controlled decommissioning while ensuring business continuity.
· Manage cross-platform impacts and technical dependencies, ensuring changes to legacy systems are understood, coordinated, and sequenced with adjacent platforms
· Coordinate the assessment and management of operational impacts arising from CRM decommissioning, ensuring that dependencies, risks and readiness activities affecting Salesforce are identified and appropriately addressed by the Salesforce Platform Manager and other stakeholders. 
· Act as the continuity lead across CRM systems, maintaining service reliability, reducing operational risk, and protecting income, data quality, and supporter experience through periods of change.
· Establish technical control and governance around all change requests affecting data, processes, or development across the supporter systems landscape.
· Run a structured demand and triage process, consolidating requests, assessing their impact, and guiding prioritisation across multiple stakeholders.
· Own the operational relationship with the IS helpdesk, ensuring consistent incident, problem, and request handling aligned to agreed service levels.
· Work with the Infrastructure manager to ensure that the servers infrastructure and application are fully secure and patched to Guide Dog standards.
· Support the scaling and standardisation of current helpdesk processes across both technologies into applications support, to create a consistent and measurable user experience.
· Ensure that the team o develops and maintain technical documentation, standards, and risk registers, closing knowledge gaps and reducing dependency on individuals.
· Build forward planning frameworks that sequence changes, highlight dependencies, and provide clear visibility of risk, complexity, and resource needs.
· Develop a structured plan to address technical debt; tailored to the roadmap of each system.
· Provide regular reporting and communication to Executive Leadership Team, offering clear views of workload, progress, risks, and transition readiness/operational effectiveness.

Breadth/Scope of Accountability
People Accountability
Number of Direct Reports: Up to 3
Number of Indirect Reports: None
Number of Volunteers Supervised: None 
Financial Accountability
[bookmark: _Hlk34230889]Annual Income Accountability: None
Assets Managed: None
Budget Accountability: None 
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
· none
Job-Related Experience
Essential
· Leading or contributing to service transition, change planning or release coordination (ideally aligned to ITIL).
· Coordinating activity across legacy platforms or systems approaching retirement, balancing continuity with forward change.
· Managing stakeholder expectations, alignment, and communication across business and technical groups.
· Identifying, assessing, and escalating risks, dependencies, and technical debt across complex system landscapes.
· Demonstrable experience of supporting and maintaining Fundraising CRM’s, CRM’s or relational databases
· Setting up lightweight governance, controls, and reporting mechanisms that improve visibility and stability.
Desirable
· Designing and embedding new processes within applications support or service environments.
· Delivering outcomes across multiple teams or functions, consolidating work into a single controlled view.
· Experience working with helpdesks/service desks, including service triage, ticket processes, and framework aligned continuous improvement
· Data governance principles and the relationship between data models, quality, and change.
· Owning, managing, or contributing to product backlogs, prioritisation, and cross-team demand pipelines.
· Understanding of process design and how workflow complexity impacts applications management and migration.
· Familiarity with CRM-based operations (e.g., case management, consent handling) and the regulatory constraints of financial / PII data handling.
Knowledge
Essential
· ITIL (Information Technology Infrastructure Library) service transition and change management concepts.
· Risks and challenges associated with operating and retiring legacy platforms.
· Fundamentals of systems integration (data flows, upstream/downstream impacts, dependencies).
· Core concepts of risk management, technical debt, and operational readiness.
· Approaches to lightweight governance, reporting, and decision-making structures.
· Awareness of multi-team delivery models (helpdesk, functional teams, development partners) and how to coordinate them.
Desirable
· Data governance practices and the relationship between data quality, integration, and system change.
· Appreciation of process design complexity and its impact on applications management.
· Principles of product management, including demand intake, backlog management, and prioritisation.
Skills and Competencies
· Ability to design and implement new processes where none currently exist.
· Skilled at prioritising and sequencing work, balancing short-term continuity with long-term transition goals.
· Strong stakeholder communication – confident and considered in managing competing demand.
· Competence in creating and managing a product backlog and using lightweight product methods to structure demand.
· Ability to analyse change impacts across data, integrations, and business processes.
· Strong planning skills, able to maintain forward views of activity, risks, and dependencies.
· Skilled at creating clear, concise reporting and visualisation for senior audiences.
· Ability to introduce governance with the right level of control without unnecessary bureaucracy.
· Awareness of data governance practices and the relationship between data quality, integration, and system change.
· Understanding of process design complexity and its impact on applications management.
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
A flexible approach with a willingness to work outside of core hours and away from home when required.
Job Group (internal use only)
This role has been evaluated as a Manager, please follow this link to view the salary band.
End of Document.
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