Job Title: UX Specialist
Location: Hybrid (with 3 days in phs office)
Reports To: Head of Marketing and Digital
Job Summary:
phs Group is seeking a talented User Experience (UX) Specialist to enhance the design, usability, and conversion rates of its digital platforms, with a primary focus on the phs Group website and the myphs customer Portal. This role combines user experience design with conversion rate optimisation to deliver intuitive, user-friendly experiences that drive customer engagement and measurable business growth.
As a key member of the Digital Marketing team, the UX Specialist will manage end-to-end CRO programs and UX initiatives, collaborating with internal stakeholders including IT, Customer Services, Commercial Operations Team and Sales, as well as external partners. The role involves leveraging VWO, GA4, and other tools to support data-driven decision-making and drive improvements in customer experience and web lead generation across all phs websites.
Key Responsibilities:
User Experience Design:
· Lead UX design initiatives for the phs websites, to include the myphs portal, the phs shop and other digital platforms.
· Conduct user research, including surveys, interviews, and usability testing, to gather insights and inform design decisions.
· Develop wireframes, prototypes, and user journeys to visualise and test new concepts.
· Work closely with the PPC and SEO Specialists; developers, designers, and marketing team to translate UX designs into functional features.
· Collaborate with stakeholders to align UX improvements with business goals and customer needs.
· Partner with external agencies and vendors to execute design and development projects as needed.
Conversion Rate Optimisation:
· Own and manage the end-to-end CRO program across phs Group websites and digital touchpoints.
· Develop and maintain a prioritised experimentation roadmap using frameworks such as PIE, ICE, or similar methodologies.
· Design, build, and execute A/B tests and multivariate tests using VWO to optimise conversion funnels and user journeys.
· Conduct comprehensive conversion funnel analysis to identify drop-off points and optimisation opportunities.
· Develop data-driven hypotheses based on quantitative analytics (GA4, Looker Studio) and qualitative insights (session recordings, user feedback, heatmaps).
· Perform qualitative research including user interviews, session replay analysis, and customer feedback review to inform testing strategy.
· Analyse test results, determine statistical significance, and extract actionable insights to drive iteration.
· Coordinate with sales and commercial teams to integrate Salesforce data into conversion analysis and attribution modelling.
· Manage test velocity and reporting, providing regular updates on program performance and learnings
· Build and maintain documentation of test results, learnings library, and optimisation best practices.
Performance Monitoring and Optimisation:
· Use tools like VWO, Google Analytics, Hotjar, and other UX tools to monitor the performance of websites of myphs portal.
· Analyse metrics such as user engagement, task completion rates, and bounce rates to measure effectiveness.
· Proactively suggest and implement iterative improvements based on data and feedback to enhance web leads and customer experience.
Project Management:
· Manage the UX roadmap for the phs websites and myphs portal and phs shop, ensuring timely delivery of updates and enhancements.
· Coordinate UX projects with cross-functional teams, including marketing, IT, website agency (Spindogs), VMO support manager, and sales/customer support.
· Prepare and present regular progress updates to the Head of Marketing and Digital.

Measures of Success:
· Increased lead generation from digital platforms, measured by the number of qualified leads generated monthly through the phs websites.
· Increased adoption of the myphs portal, measured by a higher percentage of customers self-serving through the platform for inquiries, transactions, and account management.
· Improvement in website conversion rates, including form submissions, inquiries, and contact requests.
· Enhanced customer engagement metrics, including increased time on site and reduced bounce rates.
· Successful delivery of UX projects within set timelines, leading to measurable improvements in user satisfaction.
· Effective collaboration with external agencies, ensuring deliverables meet business objectives and drive lead generation.
· Positive stakeholder feedback regarding UX improvements and their impact on business goals.

Key Skills/Experience/Qualifications:
· Proven experience in UX research and conversion rate optimisation, with a focus on B2B platforms 
· Demonstrated experience managing end-to-end experimentation programs, including hypothesis development, test design, execution, and analysis 
· Strong proficiency with VWO for A/B testing and experimentation, and GA4 for conversion funnel analysis 
· Experience with Looker Studio for data visualisation and reporting; familiarity with Salesforce integration is advantageous 
· Knowledge of statistical concepts related to A/B testing (sample size, statistical significance, confidence intervals) 
· Experience using prioritisation frameworks (PIE, ICE, or similar) to build and manage testing roadmaps 
· Ability to combine quantitative data with qualitative insights to develop compelling test hypotheses 
· Experience working on customer portals or similar digital tools is highly desirable 
· Experience of working in a B2B environment and in the Hygiene Services industry is advantageous 
· Knowledge of HTML, CSS, and front-end development principles is advantageous 
· Exceptional analytical skills with experience using tools like Hotjar or equivalent for qualitative analysis 
· Excellent communication and collaboration skills, with the ability to present ideas and data to non-technical stakeholders 
· Strong problem-solving skills and a proactive approach to identifying and addressing user challenges and conversion barriers 
· Experience with collaborating with external agencies is a must 
· Degree in Digital Marketing, or a related field 
· Minimum 2 years of experience in UX and CRO, preferably in a B2B environment

