	Job Title 
	Continuous Improvement Lead

	Location
	phs Group Head Offices (Caerphilly/Tamworth)

	Reports to
	Group IT Director

	Direct Reports
	None

	Other key relationships 
	Bidvest Group, Exec Team, Operational and Functional Leaders, Group IT, Data and Analytics Teams, AI Governance Board, AI Champions Network, External technology partners, Internal Risk and Audit Committees.
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	ABOUT US

	About phs (A Bidvest Company)
phs Group are the leading hygiene services provider in the UK, Spain, and Ireland. With over 120,000 customers in over 300,000 locations, supporting everything from restaurants to offices, and hospitals to schools, meeting the needs of up to 100 million people. Our core business is healthcare, washroom and floorcare hygiene, alongside our hygiene experts we have several specialist businesses meeting the needs of specific organisations. We innovate, design, and produce products that define the ultimate washroom experience.

	GENERAL DESCRIPTION OF ROLE AND REQUIREMENTS

	The Continuous Improvement Lead will work across phs Group to identify, shape and deliver practical business improvements that simplify how we work, improve productivity, strengthen customer and colleague experience and generate measurable commercial value. 
The role will lead cross-functional improvement activity from initial diagnosis through to implementation and benefit realisation. Working with business leaders and operational teams, the role holder will challenge existing ways of working, use data and insight to identify root causes, and support teams to embed sustainable change. 
Technology will be used as an enabler of change rather than an end in itself. The role will identify where automation, generative AI and agentic AI can improve processes, decision-making and service delivery, while ensuring activity remains aligned with approved governance, security and data standards. 
This is a hands-on role with no direct reports. Success will depend on the ability to influence without authority, build credibility across diverse business areas and convert ideas into measurable results. Priorities will be directed by the Executive Team and aligned to the phs business plan.

	KEY RESPONSIBILITIES

	Continuous Improvement and Business Change 
· Build and manage a prioritised pipeline of improvement opportunities aligned to business priorities, where the adoption of AI is expected to yield significant business benefits. 
· Review end-to-end processes, identify inefficiency, duplication, bottlenecks and control weaknesses, and recommend practical improvements. 
· Lead cross-functional improvement projects from discovery and design through to testing, implementation and sustainment. 
· Map current and future-state processes and establish clear ownership, controls and measures. 
· Apply appropriate continuous improvement and problem-solving techniques, keeping the approach proportionate to the issue. 
Business Value and Performance 
· Develop clear business cases, delivery plans and success measures for improvement initiatives. 
· Use operational, financial, customer and colleague data to identify opportunities and support evidence-based decisions. 
· Track benefits include productivity, cost reduction, quality, risk, customer experience and colleague experience. 
· Provide concise updates and recommendations to senior stakeholders and governance forums. 
· Ensure improvements are sustained and ownership is transferred effectively into the business. 
AI, Automation and Digital Enablement 
· Identify opportunities where approved AI, automation and agentic AI capabilities can support better business outcomes. 
· Start with the business problem, testing solutions through controlled pilots before wider deployment. 
· Work with IT, data specialists, suppliers and business teams to translate operational requirements into practical solutions. 
· Support colleagues to adopt new tools and ways of working, including the creation of clear guidance and practical coaching. 
· Ensure initiatives comply with phs governance, information security, privacy and responsible AI requirements. 
Change Adoption and Stakeholder Engagement 
· Build trusted relationships with operational and functional leaders across the Group. 
· Facilitate workshops that move teams from problem identification to agreed action and ownership. 
· Assess change impact and readiness, identifying barriers and practical actions to support adoption. 
· Communication changes clearly, tailoring the approach to different audiences and operational environments. 
· Constructively challenge assumptions and maintain momentum where priorities compete or delivery stalls. 
Continuous Improvement Capability 
· Promote a practical culture of continuous improvement, accountability and learning. 
· Share tools, templates, lessons learned and proven approaches across the Group. 
· Coach colleagues and business champions to identify opportunities, test ideas and measure impact. 
· Stay informed about relevant developments in process improvement, automation and AI, applying them where they add demonstrable value. 



		Critical Competencies for Success

	Qualifications & Experience 
· Proven experience delivering continuous improvement, business change, process improvement or operational transformation initiatives, including through the adoption and utilisation of AI. 
· A track record of taking improvement activity from diagnosis through to implementation and measurable benefit realisation. 
· Experience working across functions and influencing senior stakeholders without direct authority. 
· Strong process mapping, analytical and structured problem-solving capability. 
· Commercial awareness, with the ability to connect process improvements to cost, productivity, customer service, quality and risk. 
· Experience of supporting the adoption of new systems, processes or ways of working. 
· Practical understanding of automation, generative AI and agentic AI, including how they can be applied safely to business change. 
· Confident using data and performance measures to identify opportunities, test assumptions and demonstrate impact. 
· Lean, Six Sigma, change management or project management qualification is desirable, but practical delivery experience is more important. 

Personal Characteristics 
· Results-driven, pragmatic and focused on delivery. 
· Commercially minded, with strong judgement and a clear focus on business value. 
· Curious and confident in challenging established ways of working constructively. 
· Able to translate complex issues and technology into clear, practical actions. 
· Strong communicator and facilitator, able to build credibility at all levels. 
· Self-motivated and comfortable working independently across multiple priorities. 
· Resilient, adaptable and able to maintain momentum in ambiguous or changing environments. 
· Collaborative and inclusive, bringing colleagues with them through change.
Key Measure of Success:
Measurable business benefits delivered against agreed objectives. 
Improvement in productivity, process efficiency, service quality, customer or colleague experience. 
Successful implementation and sustained adoption of agreed changes. 
Quality and credibility of recommendations, business cases and reporting. 
A healthy, prioritised pipeline of improvement opportunities aligned to business priorities. 
Effective use of AI, automation and digital tools where these provide demonstrable value. 
Positive stakeholder feedback and clear ownership transferred into the business. 
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