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 Programme Manager – Member, Customer and 

Technology Transformation 

Hybrid - Stevenage 

Fixed Term Contract 

Grade 11 

Full Time - 35 Hours per Week  

Reports to: Transformation Manager 



Where the role fits 

This role sits within the Transformation Office, which helps shape and deliver projects and programmes in 
support of the IET’s strategic ambition, ensuring all activity aligns with the IET’s Change Delivery Framework 
and supports sustainable, organisation-wide change.  

The Transformation Office sits within the Technology Team, which is responsible for designing, developing and 
maintaining the IET’s technology solutions. The team plays a vital role in ensuring that the organisation’s 
digital infrastructure is robust, secure, and fit for purpose. This includes the development and integration of 
software applications, the management of data systems, and the implementation of cybersecurity measures to 
safeguard information assets. 

Beyond day-to-day technical operations, the team works collaboratively across departments to identify 
opportunities for innovation, streamline business processes, and enhance user experiences through 
technology. Whether automating routine tasks, improving system interoperability, or supporting staff with 
technical issues, the Technology Team is central to enabling the IET to operate efficiently and deliver value to 
its members and stakeholders. 

 

Purpose of the role 

The Programme Manager – Member, Customer and Technology Transformation will work across two closely 
connected programmes that are critical to the IET’s strategic ambition: Technology Firm Foundations and 
Member & Customer Experience. 
 
Technology Firm Foundations focuses on strengthening the organisation's core technology foundations by 
renewing the technology estate, reducing complexity, retiring outdated or siloed systems, and increasing the 
use of shared platforms, data, AI and automation. Member & Customer Experience is about understanding 
member and customer journeys and creating simpler, more effective and joined-up experiences by improving 
the systems, processes and services that underpin them. 
 
Recognising the significant dependencies between these programmes, the Programme Manager will provide 
joined-up leadership across both programmes, ensuring decisions, priorities and delivery plans are aligned to 
maximise outcomes and benefits. The role will oversee a broad range of interconnected projects spanning 
technology, data, processes and customer experience, ensuring that change is coordinated, well-governed 
and delivers lasting organisational impact. 

 

Our leadership charter 

Leadership is important. It helps create the culture that we need to be a success – as individuals, as teams 
and as an organisation. As part of our framework, we have four behaviours we specifically look for in our 
leaders:  

– Shares vision – by setting a clear shared vision of success for the organisation 

– Sparks engagement – by empowering, inspiring, and developing people 

– Skilfully executes – by setting stretching performance expectations, reviewing progress, and holding 

people to account to deliver planned outcomes 

– Sustains progress – by recognising achievement and encouraging continuous improvement and 

experimentation 

 

Our five behaviours 

Created by our people – for our people; our behaviours underpin much of what we do and reinforce the type 
of organisation we want to be. They’re an integral part of how our performance is managed and how we 
recognise great work, and map across our learning and development offering too. 

You will seek to bring our behaviours to life in all that you do: 

– Include everyone 



– Do your very best 

– Take full ownership 

– Work well with others 

– Openly communicate 

 

Main duties and responsibilities (not necessarily in priority order) 

– Lead the delivery of the Technology Firm Foundations and Member and Customer Experience 
programmes, ensuring activity is coherent, aligned and appropriately sequenced. 

– Shape and articulate a clear programme vision, narrative and roadmap, ensuring colleagues, volunteers 
and leaders understand objectives, benefits and expectations. 

– Ensure robust governance arrangements are in place, providing high‑quality reports, papers and insights 
to programme sponsors, governance groups and Trustees 

– Oversee programme controls, ensuring scope, plans, timelines, risks, issues and financials are clearly 
defined and actively managed. 

– Manage cross‑workstream risks, interdependencies and constraints, ensuring they are understood, 
tracked and resolved to maintain programme momentum. 

– Support capacity planning and resource allocation across the programme, ensuring teams are clear on 
priorities and equipped to deliver.  

– Develop and maintain strong, positive relationships with project leads, subject‑matter experts and 
operational teams across the IET, supporting ownership and shared accountability for delivery.  

– Provide coaching, mentoring and guidance to project leads to support their successful delivery of 
programme activities. 

– Support colleagues and volunteers through change, ensuring readiness, capability‑building and adoption 
of new ways of working. 

– Present programme updates to executive, non‑executive and volunteer governance bodies, ensuring 
decision‑making is well‑supported and evidence‑based. 

– Any other duties as are reasonable as per the skill and experience of the post-holder. 
 
The following generic responsibilities would also apply to the role. Specific responsibilities will vary depending 
on the department and level of seniority. 
 
– Deliver operational excellence: You'll be responsible for the efficient and effective execution of day-to-

day tasks and projects, ensuring they align with organisational goals. 
– Collaborate for success: You'll work closely with colleagues across departments, fostering open 

communication and a collaborative environment to achieve shared objectives as a One IET team. 
– Support continuous improvement: You'll actively participate in identifying areas for improvement and 

implementing solutions to enhance efficiency and effectiveness within your area. 
– Develop and motivate teams: For manager roles, you'll be responsible for coaching, motivating, and 

facilitating the learning and development your team to achieve their full potential, fostering a positive and 
inclusive work environment. 

– Enhance team strengths: You'll support your team in understanding and using their individual strengths 
to improve productivity and engagement, ensuring everyone can contribute effectively. 

 

Skills and experience required 

– Proven experience delivering organisational change and transformation programmes involving multiple 
interdependent projects. 

– Relevant training or certification in programme, project or portfolio management with experience of Agile, 
Waterfall and Hybrid methodologies 

– Strong programme design, planning and delivery skills, with the ability to bring structure, discipline and 
clarity to complex environments and align programme activity with organisational strategy. 

– Excellent communication skills, with the ability to convey complex information clearly to diverse audiences 
and build influential, trust‑based relationships with key stakeholders. 

– Understanding of change management principles and approaches; formal change management training 
or certification (e.g. Prosci, APMG, equivalent) would be advantageous but is not essential. 

– Ability to coach, mentor and support project teams. 
– Strong risk, issue and dependency management skills. 



– Experience working within not‑for‑profit, membership or volunteer‑led organisations.  
 

 
The following generic skills and experiences would also apply to the role. Specific requirements may vary 
depending on the department and level of seniority. 
 
– Leadership and motivation: Where required, experience in a role is demonstrating strong leadership, 

motivational abilities, and the ability to delegate effectively. 
– Collaborative communication: You'll possess excellent written and verbal communication skills with a 

focus on active listening, clear communication, and building strong relationships with colleagues. 
– Strong organisational and time management: You'll demonstrate excellent organisational skills with the 

ability to prioritise effectively, manage your workload to meet deadlines consistently, and ensure project 
deliverables are achieved on time and within budget. 

– Technical and operational expertise: You'll possess a strong understanding of the relevant technical or 
operational area, coupled with a strategic mindset and problem-solving skills to identify and implement 
solutions to ensure smooth delivery. 

– Teamwork and independent work: You'll be a strong team player with the ability to work independently 
and take initiative when required. 

– Promoting a positive and inclusive work environment: You'll be passionate about creating a positive 
and inclusive work environment where diversity is celebrated, teamwork is valued, and collaboration 
thrives. 

– Proficiency in IT tools: You'll be proficient in Microsoft Office applications and demonstrate a willingness 
to learn and use any applicable support systems, including CRMs and databases. 
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Strategic People Partner JW, SPP 09/2026 

 

This job description is not intended to include specific tasks, temporary activities or projects but aims to describe the overall purpose and 
outputs for the role and may be subject to change. Using this role profile, specific success objectives will be part of the ongoing 
performance conversations with your manager throughout the year. 

It’s the expectation that you will understand and keep up-to-date with all IET mandatory policies and appropriate training, including data 
protection and data handing, as well as current Health and Safety policies. 

 


