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Job Profile
Job Title: Career Change and Rehoming Specialist (Community)
Directorate: Operations
Reports To: Career Change and Rehoming Manager (Health) 
Matrix Reporting To: None
Disclosure Check Level: None 
Date created/last reviewed: November 2025 
Overall Role Purpose
The Career Change and Rehoming Specialist (Community) helps people with sight loss live the life they choose by managing the flow of dogs that need to be placed into alternative working careers outside of Guide Dogs, into new homes and retired guide dogs. This community based role manages the full journey of each dog and customer, from withdrawal or retirement through matching to aftercare, with a strong emphasis on partnership working, volunteer and customer support, and placing complex or career-change dogs into appropriate homes or alternative working roles outside of Guide Dogs.

Career Change services encompass two functions; a Career Change and Rehoming Specialists On Site team, and Career Change and Rehoming Specialists Community based teams. These two teams work collaboratively with the rest of operations to support retired guide dogs, retired breeding stock and dogs that are not best suited to Guide Dog training, Guide Dog services or breeding programme. 
Key Responsibilities
Caseload Management (Dogs and Customers)
· Manage all aspects of the dog and customer journey for career change and rehoming.
· Monitor and maximize the psychological, physical and emotional wellbeing of dogs within the career change and rehoming caseload.
· Collaborate with internal teams and volunteers to ensure correct career change and rehoming criteria.
· Maintain an up-to-date knowledge of dogs available for rehoming, working across the career change and rehoming team to support dogs and Career Change and Rehoming Specialists from other regions to minimise the time it takes to rehome every dog.
· Communicate with stakeholders about the career change and homing process.
· Identify dogs suitable for alternative careers outside of Guide Dogs.
· Support the development and maintenance of the dog's health and behaviour.

Customer Service
· Deliver excellent customer service, discussing career change and rehoming applications and matching dogs to appropriate career roles or homes.
· Introduce dogs to potential career roles or homes and provide accurate information regarding a dog’s temperament and health.
· Provide pre and post career change and rehoming support to new homes.
· Manage a portfolio of applicants and organisations and ensure the right career change match for each dog.
· Lead and support volunteers in career change and rehoming fostering.
· Support a caseload of guide dog owners, and ex guide dog owners with retired dogs by monitoring and supporting those dogs to enjoy their retirement in the home they have come to know and love. Working closely with health colleagues to report upon any concerns, communicating with colleagues as appropriate.
· Liaise with existing Guide Dog Owners (GDOs) when they are retiring their dogs or early withdrawn dogs using person centred working to minimise the emotional impact during this process.
· Work with volunteers within the area by providing training and education on routine canine health care and dog management.
· Work closely and foster relationships with any organisations identified as appropriate to repurpose or rehome our more complex and challenging dogs. 

Volunteer Management
· Effectively manage a scheme of volunteers to foster dogs during career change and rehoming .
· Collaborate with internal teams to ensure appropriate foster matches and movements are completed.
· Support Guide Dog service through minimising blockers within the dog supply chain.
· Identify and deliver training and development needs of fosterers to maximise skill set within the scheme.
· Support fosterers with dog training and management plans to improve the matching criteria for each dog where required.

Finance/Legal Aspects
· Maintain accurate records in line with GDPR and Guide Dog process requirements.
· Collaborate with managers to set appropriate tariffs and support packages.
· Handle sales and donations from career change and rehoming families.
· Ensure all financial transactions are completed compliantly.
· Assist in promoting dogs available for career change and rehoming.

Performance and Development
· Adhere to national standards and deliver metric-driven performance.
· Engage in continuous professional development.
· Identify opportunities for continuous improvement.

Breadth/Scope of Accountability
People Accountability
Number of Direct Reports: None
Number of Indirect Reports: None
Number of Volunteers Supervised: 30-40
Number of Guide dog owners/ retired Guide dog owners: 100-125
Financial Accountability
Annual Income Accountability: PetPlan commission and Adoption Income
Assets Managed: Allocated vehicles
Budget Accountability: Link to Health finance structure
[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
· Recognised Canine care, welfare or behaviour qualification or equivalent experience (RQF level 3 / SCQF level 6-7)
· Accredited learning or equivalent experience in customer service or volunteer attraction, retention and engagement. 
· Current valid UK/EU Driving licence, or able to demonstrate how to complete the role without. Willing and able to drive large transit dog-carrying vehicles, or suitable alternative to transporting multiple dogs.
· Able to undertake physical demands of the role, including walking long distances daily, in all weather conditions, unaided, and able to handle and walk with a range of dog breeds, ages, sizes and temperaments.  
Desirable
· Level 4 and upwards in an animal-related subject (RQF level 4 / SCQF levels 8-9)
Job-Related Experience
Essential
· Practical experience working with dogs in welfare or training environments. 
· Experience delivering structured dog training programmes. 
· Experience of Coaching and delivering training programs including practical skills and theoretical knowledge, to staff and/or volunteers either individually or groups.
· Experience in reading canine body language, facial expressions and vocalisations and understand how these relate to the dogs emotional state.
· Demonstrated experience building and maintaining strong professional relationships including working collaboratively with teams and external stakeholders including volunteers. 
· Experience of using digital platforms to maintain accurate records provide excellent customer experience.
· Experience of delivering excellent customer care.
· Experienced in providing coaching, training and mentoring through various platforms (in person, on phone, on video conference).
· Experience in using CRM databases.
Desirable
· Experience working with people with visual impairment.
Knowledge
Essential
· Demonstrable understanding of dog welfare needs and positive reinforcement training techniques.
· Awareness of excellent customer service practices and their importance in sensitive contexts. 
· Demonstrable understanding of dog welfare needs to match them with new homes or working roles.
· Understand the key indicators of compromised welfare in dogs and be able to recognise these in various environments.
· Understanding of the importance of great customer service and how to optimise the ‘customer journey’. 
Desirable
· Thorough, in- depth knowledge of dog health and welfare including practical experience in devising and carrying out support packages.
· Knowledge of visual impairment and its physiological and functional effects on the individual and family.
· Knowledge of lean techniques/continuous improvement.
· Demonstrable knowledge of safeguarding practices.
Skills and Competencies
Essential
· Competent in using Microsoft Office tools (i.e. Outlook 365, Word, Excel, PowerPoint, Teams).
· Strong organisational and time management skills, with the ability to prioritise a varied caseload. 
· Excellent verbal and written communication skills with the confidence to liaise with a wide range of audiences. 
· Proven problem-solving ability, especially when managing complex dog or customer needs. 
· Capable of working both independently and collaboratively in field-based and remote team environments. 
· Comfortable using digital tools for case management, communication and reporting. 
· A positive and proactive attitude and willingness to work with members of the public, staff and volunteers.
· Adaptive to culture change, responsive to new ideas and able to adapt working practices to ensure these are actioned.

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 Specialist Professional, please follow this link to view the salary band.
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