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Underpinning every aspect of our work are
our shared values. They define our culture,
show what we stand for and describe how
we get things done.

| am empowering

| trust my colleagues; | create opportunities for others to learn and develop.
| am positive and solutions-focused. | learn from my experience and that of
others and | celebrate achievement in all its forms.

| aminclusive

| am a team-player and collaborate with others to find the best solutions. | am
friendly and approachable. | value diverse perspectives and actively seek to
understand and act on the insights and lived experiences of others.

| have integrity

| do what | say | will. | am tenacious about maintaining high standards and am
always looking for ways to make things better. | willingly take on responsibility
and | stand up for what | believe to be right.

| am dynamic

The needs of young people are central to my decision-making. | am optimistic,
enthusiastic and open to new ideas. I'm agile in my approach and | make
working and volunteering with the DofE a fun experience.




A message from the CEO

Thank you so much for your interest in
joining The Duke of Edinburgh’s Award.

For 70 years, DofE has empowered millions of young people to discover who they are, grow in confidence,
and build the skills they need for life and work. It's a charity I'm incredibly proud to be part of.

In recent years, through our Youth Without Limits strategy, we’ve reached more young people than ever
before, expanded into new communities, and seen participants give back through millions of hours of
volunteering. We've also helped shine a brighter spotlight on just how important enrichment is in young

people’s lives.

Now we're focusing on what comes next. Young people today are growing up in a world that feels more
uncertain and fast-changing than ever, whether that’s global challenges, rising costs of living, or the rapid
pace of technology and work. For many, especially those facing financial hardship, the opportunities that
build confidence, connection and resilience can feel increasingly out of reach. And that’s exactly why DofE

matters more than ever.

Our new strategy, World Ready, is about rising to that challenge. By 2031, we want more than two million
young people to have the opportunity to start their DofE journey. Crucially, we're determined to reach more
young people living in poverty and to open-up access to high-quality enrichment for all.

The Chief Customer Experience Officer will be integral to achieving our strategic goals, putting our
customers and partners at the heart of everything we do. They’ll drive a more intuitive, responsive and
joined-up approach across our programmes and platforms, strengthening engagement so that every
young person, adult running DofE, and organisation has a positive and impactful experience.

Thank you again for considering DofE, I'm so glad you're here, and | wish you the very best with

your application.

Ruth Marvel OBE, CEO

Diversity, Equality, and Inclusion

The DofE is committed to creating a diverse and inclusive staff
team and we are proud to be an equal opportunity employer.

We recruit, develop, promote and value people without regard
to race, religion, gender, gender identity or expression, sexual
orientation, national origin, disability or age.

In order to meet the changing needs and aspirations of the

most diverse generation of young adults ever, our staff need a
range of perspectives, skills, and lived experience.

While we welcome applications from people of all backgrounds
to join our passionate and friendly team, at present people of
colour, disabled people, and people under 25 are not as
well-represented as we would like. As such, we particularly
encourage applicants from these backgrounds.

View our Annual Review 2025 here

and our strategy here
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DofE has changed my life.

It made me the person | am today.
It gave me the experience and
confidence to talk to new people.
It made me realise how resilient
and strong |l am.”

DofE participant



https://www.dofe.org/wp-content/uploads/2026/04/World-ready-strategy-2026-2031.pdf
https://www.dofe.org/wp-content/uploads/2025/12/DofE-Annual-Report-2025.pdf
https://www.dofe.org/wp-content/uploads/2026/04/World-ready-strategy-2026-2031.pdf

Chief Customer Experience Officer (CCXO)

Salary: £105,540 - £124,165 pa
dependent on experience (Grade B)
*Geographical allowance may apply

Hours: Full time (35 hours per week)
Contract type: Permanent

Location: Home-based (with regular travel
to London and across the UK)

Reports to: CEO. This role is a member of
the Executive Leadership Team

Functions reporting to the role: Data,
Insight and Impact Reporting, Technology
and Business Systems, Customer Services

Direct reports to this role: Director of Data
& Impact, Head of IT Business Partnering,
Head of IT Development, Customer
Services Manager

Employee benefits: Please see page 8
for full details of the benefits package

Overall purpose:

The Chief Customer Experience Officer (CCXO)

will act as the voice of the customer across DofE,
advocating for customers’ needs and supporting
teams across the charity to design intuitive and
impactful customer experiences that support growth
in participation, engagement, income and impact.

This role will lead a newly created Customer
Experience Directorate that brings together data and
insight, impact measurement, technology, business
systems and customer services functions to enable
the delivery of meaningful and efficient customer
journeys and physical and digital touchpoints and
embed a customer-focused culture across DofE.

We serve a diverse range of customers at DofE,
including young participants, adult Leaders, partner
organisations, parents, alumni, advocates and
supporters, donors and DofE employees.

Key accountabilities:

— Develop and deliver a comprehensive customer
experience strategy that supports DofE to achieve
its strategic goals and improve impact, inclusion,
productivity and long-term financial sustainability.

— Define clear goals and key performance metrics
to measure improvements in Customer and
Employee Experience and evidence DofE’s social
impact, ensuring alignment with business goals.

- Own the end-to-end architecture for DofE’s
customer journeys, setting and governing
organisation- wide service, accessibility and
experience standards to ensure consistent,
accessible and high-quality interactions across
all touch points.

— Provide exceptional leadership to the Customer
Experience Directorate, directly managing one
Director and three Heads of Department and
overseeing a team c25 colleagues.

— Act as the strategic lead for customer
experience, UX, data, insight and technology
matters, ensuring insights translate into
decisions, resource choices and improvements
and providing advice and constructive challenge
to senior leadership and Board of Trustees.

— Lead digital transformation programmes that
improve user experience, operational efficiency
and cost-effectiveness, while effectively
managing risk, compliance, cyber security and
information governance.

— Provide a business partnering service to teams
across DofE, supporting them to design and
deliver services, touch-points and enabling
systems that are insight-led and designed around
the needs of DofE’'s customers and colleagues.

— Manage significant budgets and external
supplier relationships, ensuring quality and
value for money and alignment with DofE’s
mission and values.



— As a member of DofE’s Executive Leadership
Team, contribute to the overall strategic
and operational leadership of DofE, working
collaboratively with senior colleagues to ensure
DofE activity is aligned behind our strategy and
modelling our values and leadership behaviours.

All DofE staff are expected to:

— Be an enthusiastic, authentic ambassador
for the DofE and engage positively with
stakeholders providing a high level of customer
service.

— Uphold the values of DofE working
collaboratively with colleagues across DofE.

— Demonstrate the DofE’'s commitment to building
a diverse and inclusive organisation.

— Follow DofE’s Safeguarding and Data Protection
policies and procedures at all times complying
with legislation and statutory duties.

— Ensure that all health and safety procedures
are followed at all times.

Person specification:
Experience, skills, and knowledge
Essential experience

— Experience of operating at Executive
Leadership level and working effectively as
part of an Executive Leadership team.

— Experience of developing and operationalising
strategies and target operating models to
improve customer experience, increase
organisational efficiency and drive growth.

— Proven track-record in developing and leading
high-performing teams across a range of
technical specialisms, including technology and
at least one of the following: data and insight,
service design and UX, innovation or customer
services.

— Significant experience of leading successful
digital transformation and change-
management programmes that improved
customer experience whilst delivering against
business goals.

Experience of delivering business partnering
approaches that enable and empower teams
to employ data, insight and technology to
improve customer experience.

Significant experience of user experience
research and user-centred design
methodologies, including qualitative and
quantitative research, feedback loops, social
listening, personas and journey mapping.

Commercially and financially astute, with
experience of managing large budgets, robust
procurement, managing supplier relationships
and ensuring value for money in a charitable
context.

Essential skills and capabilities

A visionary and dynamic leader, with the
ability to inspire, organise and coach teams to
deliver great results.

Strong strategic thinker, able to connect
organisational purpose with customer needs
and business goals.

Excellent influencing and communication
skills, with the credibility to operate at Board
and Executive level.

Innovative and a good practical problem-
solver, able to develop innovative responses
to customer needs and inspire others to think
creatively in service of customers.

Ability to balance innovation with robust
risk management, effective safeguarding,
information security and good governance.

Good knowledge of technology and data
systems and their application to solve
business problems and improve customer
experience. Understanding of Al and risks
and opportunities of new and emerging
technologies.

Personal attributes

Strong personal alignment with DofE’s purpose
and values.

Commitment to equity, diversity and inclusion,
and to widening access to opportunity.



High degree of personal integrity and
authenticity, a ‘can do’, positive attitude,
always willing to go the extra mile.

Has high standards and expects excellence,
deals kindly but firmly and decisively with
poor performance and poor attitudes and
behaviours.

Collegiate, with highly developed interpersonal
skills and low ego; works collaboratively with
others to achieve organisational goals.

The DofE is committed to safeguarding and
promoting the welfare of young people. All
successful applicants will be required to
undergo an Enhanced Disclosure and Barring
Service check. (e.g., DBS/PVG or similar),
including references covering any gaps of
employment/education, confirm eligibility to
work in the UK and complete a health check.

* The geographical allowance is based on a member of staff
having a home or office-based postcode within 30 miles (as the
crow flies) from Charing Cross, WC2N 5HS. The allowance is
7% capped at £4,000 per annum.



Employee

BENEFITS

Health and wellbeing

Medicash

Medicash is a health cash plan allows you to claim
money back, up to set limits, towards the cost of your
essential healthcare.

Virtual GP
DofE employees have 24-hour access to a virtual GP.

Mental health first aiders
As part of our commitment to supporting the health
and wellbeing of all staff at the DofE.

Menopause experts

Through our easy-to-use online program,
specifically designed to help women going through
perimenopause or menopause.

Sickness and income protection

If you suffer from iliness or injury and are unable to
work, Income Protection provides monthly payments
to protect you and your family financially.

Giving back

Charitable giving

We have linked up with Charities Aid Foundation (CAF).

Flexible working

Flexible working (role dependent)
Our approach to hybrid work puts into practice
all four of the DofE’s organisational values.

Working from home (role dependent)

We believe that offering choice and flexibility through
Hybrid working is an important way to support
colleagues’ health and wellbeing, to grow a diverse
and inclusive workforce, and to allow colleagues to

balance the demands of work and their personal lives.

Purchasing additional annual leave
You will have the opportunity to purchase additional
holiday twice a year.

Festive leave
We offer three days additional leave over the
festive period.

Holidays
25 days of annual leave per year, plus bank holidays
(pro-rata for part-time).

Bank holiday exchange

The opportunity to exchange two bank holiday
dates from a choice of four statutory options,
(Terms & Conditions apply).

Volunteer leave

Staff are encouraged to volunteer for a charity or
community organisation of their choice for up to
28 hours per year.

Recognition

Long service awards

Employees are eligible to receive a monetary
award on reaching 5, 10, 15 and 20 years of
continuous service.

Making your money go further

Charity benefits
The DofE benefits platform provides access to
discounts including shops and services from day one.

Gym discount
Discounts at a variety of gyms.

Your future

Pension scheme

We offer a generous pension and auto enrolment
will be 4% with the DofE contributing 4%. After
successful completion of probation, you may be
eligible to increase your contributions to 5% which
will increase the DofE contribution to 10%.

Life assurance

Life Assurance (sometimes known as Death in
Service) pays out four times your annual salary
should you die whilst employed by DofE.

Family friendly policy
Maternity and paternity pay for DofE employees.



INVESTORS IN PE< :PLE

We invest in people

Most of us will spend around 80,000 hours at
work in our lifetimes.

For something that takes up so much of our
time, we think people deserve to get more out
of it than just a paycheque.

In our recent ‘Investors in People’ assessment,
we achieved Gold. This is a brilliant recognition
of how far we've come in strengthening our
culture and how we work together. The Gold
accreditation was awarded in recognition of our
sustained progress in establishing consistent
values and behaviours, strengthening our reward
and recognition offer, and the fact we have a
clear vision for making further improvements.
These results will help shape our future actions
and will play an important role in informing our
next internal strategy.

The DofE aims to offer a workplace that
develops people personally and professionally,
supporting them to build their skills, broaden

Gold

their experience and progress in their careers.
It actively promotes workforce wellbeing and
fosters an environment that encourages staff to
bring their whole, authentic selves to work.

The DofE supports volunteer work, both in the
organisation and through charitable projects.
All employees are encouraged to actin a
socially responsible manner and respect the
environment in which they operate. The DofE
has clear and accessible employee policies
relating to health and safety, equity, diversity
and inclusion, as well as family-friendly, hybrid
and flexible working options.

Receiving the ‘Investors in People’ Gold
accreditation means that the right principles
are in place. But, more than that, it means
people and leaders are making active efforts
to make sure that there’s real consistency and
everyone in the organisation is feeling the
positive impact.




Since its founding in 1956 by HRH Prince Philip,
The Duke of Edinburgh’s Award has supported
millions of young people to discover who they
are, build confidence, and develop the skills they
need for life and work. We remain guided by a
simple belief: every young person deserves the
opportunity to fulfil their potential.

Today, DofE operates across the UK through a
unique social franchise model. With a central
team of around 400 staff, we support more

than 5,000 Licensed Organisations, including
schools, colleges, youth groups and youth justice
settings, and nearly 39,000 volunteers to deliver
programmes in communities across the UK.

This model enables us to consistently grow
participation. In 2025/26, a record 589,000 young
people were actively taking part in DofE, with over
345,000 starting their journey in a single year, the
highest in our history. Around 30% of 14-year-olds
in the UK are now beginning their DofE, reflecting
its growing relevance and appeal.

The impact young people make is just as
significant. In the past year alone, participants
contributed around six million hours of
volunteering, creating an estimated £45 million in
social value for communities across the UK.

Beyond the numbers, the difference DofE makes
is deeply personal. Our Impact Report shows

that life satisfaction, happiness and feelings of
worthwhileness improve from the start to the end
of a DofE Award. The data suggests participation
may act as a protective factor — helping to
counteract some of the negative trends in young
people’s wellbeing during adolescence seen in the
UK youth population.

Through our strategy, World Ready, we're
responding to the challenges young people face
with urgency and ambition. By 2031, we aim to
give more than two million young people the
chance to start their DofE journey. Crucially, we're
focused on reaching more young people living in
poverty and removing the barriers that prevent
them from taking part.

Our ambition is simple but
powerful: to open up access

to high-quality enrichment for
all, so that every young person,
regardless of their background,
has the chance to discover what

they’re capable of.
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https://www.dofe.org/about/impact-report24/
https://www.dofe.org/wp-content/uploads/2026/04/World-ready-strategy-2026-2031.pdf

Making a difference with young
people in custody

Hear from Dan how his Award helped him get a job
and build his skills and self-confidence.

One of our priorities is make DofE accessible to
young people who face barriers. We are very proud
that DofE has a growing presence in the secure
estate and we currently partner with 41 prisons
and young offenders institutions. A study into the
impact of the DofE in the secure estate, carried
out by a team of researchers from Glyndwr and
Cardiff Universities, showed that after engaging in
DofE activities young people demonstrated a more
positive attitude in relation to:

offending in general

higher levels of victim empathy

less perceived reward for crime
reduced anticipation of re-offending
perceived fewer life problems in future.

The CRIME-PICS Il research, supported by Dr Chai
Patel's Bright Future Trust, proved that a greater
sense of self-belief and self-esteem helped to
improve young offenders’ chances for a brighter
future and increase their resilience and resistance
towards re-offending.



https://www.youtube.com/watch?v=7RZP8hoZJu0
https://www.youtube.com/watch?v=7RZP8hoZJu0

Poppy always says she found the DofE

“by accident”. Having a bad day at school,
she looked at her teacher, Ms Watson, in
“disbelief” when she encouraged her to go
along to a DofE session. But fast forward six
years, and Poppy has not only achieved her
Gold Award, but has stood on the steps of
Buckingham Palace sharing her story with
thousands of people.

“DofE didn’t change
my life. DofE showed
me how | could
change my own life."

When Poppy first started the DofE, she had no
idea of the journey it would take her on. Having
autism, school presented daily challenges as she
says, “l was struggling to understand myself as
much as the others in my class were struggling to
understand me too.”

So when her teacher, Ms Watson, suggested she

have a go at DofE, it was an overwhelming thought.

Having never spent a night away from home, not
knowing anybody doing the Awards and “already
finding it difficult to manage each day”, it seemed
like a step too far.

Mastering all her courage, Poppy intrepidly went
along to the first meeting and while she says,

“I stood there glued against the wall, petrified”,
once she started listening to the presentation
she couldn’t leave. “Captivated by all the different
possibilities” of what she could choose for her
Awards, “for the first time ever” Poppy saw
something she could join in with.

Through her Bronze and later Gold, Poppy used
her DofE as a chance to try “so many new things”.
From volunteering as an NHS cadet and helping

in a library to joining a police advisory board and
NHS youth action group, Poppy was able to make
positive change while challenging herself to reach
new heights. For Skills she completed a first aid
qualification, learnt sign language and became an
“expert at cooking curry from scratch”, which came
in handy when in need of some delicious food to
fuel her expeditions. Meanwhile running a 10k and
discovering a love for conservation came out of her
Physical and Residential sections.

A constant theme throughout every element of
Poppy’s DofE was, she says, that “my limits were my
own to break and no one else’s limits mattered”.

Not wanting her DofE journey to end, when Poppy
saw the opportunity to become a UK Youth
Ambassador she jumped at the chance. From
attending Number 10 Downing Street to sharing her
story in front of royalty, Poppy was able to use her
time as a Youth Ambassador to “make a difference”.

Thinking back to the first time Poppy was
introduced to the DofE, she remembers “crying in a
corridor, afraid of what was wrong with me and why
| could not be the same as everyone else”. Now at
the other end of her DofE journey, Poppy says it has
shown her how she can change her own life, and
highlighted the strengths she didn’t know she had.
As a result, she is proud to say,

“I am strong, | am different,
but | no longer want to be
the same as everyone else.
| just want to be me.”
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Amira describes Kid Care 4 U as an
“important place” for her. A community
organisation based in Newport, South Wales,
they started with just six children and have
now grown to over 200 with a waiting list.
Amira has been there since the beginning,
first attending when she was eight years
old and now continuing to “give back” as a
volunteer. With young people facing many
challenges in the area, Kid Care offers a
“huge sense of community” and celebrates
diverse experiences.

“If you want to do
DofE, it will be literally
life-changing.”

As part of Kid Care 4 U’s first DofE cohort, Amira has
nearly finished her Bronze and hopes to move on to Silver
next. Attending Kid Care 4 U at just eight years old, it
was initially a chance for Amira to make new friends and
get a “head start” on her education. Little did she know
how much more it would become, offering her lifelong
friendship, a “sense of belonging” and a chance to find
her voice.

Although she'd heard about the DofE through school,
Amira was hesitant and hadn't taken up the opportunity.
Hearing tales of the expedition was “daunting”, and Amira
says that camping was “unheard of” in her community:

“I didn’t think | was built for camping, | didn’t think | was
that type of person.”

When Kid Care started offering Bronze DofE, Amira saw it
as a “second chance” to get involved. She knew she'd be
able to do the Awards alongside her closest friends, and
with young people who share similar backgrounds and
cultural experiences. It also meant she could continue
supporting Kid Care by staying on as a volunteer.

Looking back on her Bronze Award, Amira thinks that
the Volunteering section was her favourite part. She
says, “I feel like I'm giving back to the community what

I had - now | can be the person that can help kids who
might need someone to talk to”. As an organisation that
relies on volunteers, Amira also feels glad to have been
part of the “growth” as Kid Care continue to reach more
and more people in Newport.

When it came to the Expedition section, Amira pleasantly
surprised herself. She says,

“it made me realise
anything’s possible” and
now she’s done it once,
she'd do it “again and
again and again”.

Discovering her own sense of adventure, Amira is now
proud to be setting this example for other young Muslim
girls in her community.

Amira has also been able to apply skills she’s developed
through DofE into the world of work. Through her Skills
section she gained qualifications in teaching swimming
and food safety and hygiene, which has led to her gaining
a job at the local leisure centre. With plans to study
criminology at university next, Amira feels the skills she’s
developed through DofE will stay with her “forever”.

While Amira has gained “life-changing” experiences, the
biggest thing she’ll take away personally from Kid Care is
the social aspect. She says, “now I'm definitely someone
who'’s confident, but | wasn't always that way growing
up... Kid Care put me in a place where | had to socialise
with people”.

Amira hopes that more and more organisations like

Kid Care are able to offer the DofE, as she feels it

should be “prioritised” in areas which “might not get

that opportunity” otherwise. Admitting she was initially
“scared of it”, her advice to others is to not to let that
hold you back, because “if you want to do DofE, it will be
literally life-changing.”
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Life-changing impact
Watch our videos and hear directly from amazing young people,
volunteers and organisations how the DofE transforms lives.

The first heart charity to run The Duke of Edinburgh’s Award, Young at Heart was able to adapt
the Expedition section to meet its participants’ needs.

“The advice | would give to other young people who are deaf, is that you can take part in the DofE.”
Bronze Award holder Aleea-Mae shares her DofE experience and inspiring message to others.

Members of a community group in Rochdale, Aspire 2 Inspire, talk about the difference having
access to DofE has made to them and broader impact it has had.
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https://www.youtube.com/watch?v=7JXSj5Jg5Bs
https://www.youtube.com/watch?v=kWGD-_EOa64
https://www.youtube.com/watch?v=joa3Gh3PoFc

@dofeuk

@thedofeuk

(f) @theDofE

[ @The Duke of Edinburgh’s Award

@DofE DofE.org


https://www.dofe.org/
https://www.instagram.com/dofeuk/
https://www.tiktok.com/@thedofeuk
https://www.facebook.com/theDofE?locale=en_GB
https://www.linkedin.com/company/the-duke-of-edinburgh's-award/
https://x.com/DofE

