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Organisational overview
Nest is a public service success story, established in 2010 to support the government’s automatic enrolment programme. With a public service obligation (PSO), Nest accepts any employer wishing to meet their automatic enrolment duties. Today, Nest supports over 14 million members and plays a critical role in helping people – particularly low to moderate earners – save for retirement.
Nest now occupies a place in the market as a major Master Trust, a sector that has grown following the introduction of automatic enrolment and that we believe has great potential for delivering pensions to mass market consumers for many years to come, leveraging scale to offer low cost, modernised services in the context of strong Trustee governance.
To best serve our diverse customer base, it’s important that Nest has an equally diverse workforce and promotes an inclusive culture. This is in line with the organisation’s values and ensures that Nest is a corporation fit for the future.
Departmental/Directorate overview
	

	The Services and Solutions (SaS) directorate brings together Nest’s operational delivery, technology, data, and change capabilities to deliver resilient, member‑focused services at scale. SaS has accountability for the end‑to‑end running of Nest’s services, including oversight of customers and scheme operations delivered with strategic partners, along with the design and delivery of change that supports Nest’s long‑term strategy.
The directorate provides enterprise‑wide leadership across operational delivery, technology and data, working closely with internal teams and external partners to strengthen resilience, assurance, and continuous improvement while ensuring services remain compliant, efficient, and focused on good member outcomes.
SAPE (Scheme Administration and Process Execution) is one of two teams within Scheme Operations that sits within SaS and is responsible for managing key retained processes (such as Stage 2 disputes) and for assuring the quality of service delivered by Nest’s third-party administrator. 
The team uses evidence from quality reviews, complaints, customer feedback, operational data and customer insight to identify risks, strengthen controls and improve customer outcomes across journeys and processes. 
This role leads the service quality function within SAPE, reporting to the Head of SAPE, and is responsible for setting the direction for service quality oversight, translating assurance insight into action, and driving improvement in the service delivered by TCS. 
The role has line management responsibility for the Service Quality Manager role(s) and accountability for building a credible, effective customer service quality capability that supports third-party oversight, stronger governance and continuous improvement.


The role
	

	The Senior Service Quality Manager is responsible for leading Nest’s approach to service quality assurance across outsourced operational delivery. 
You will set the direction for quality oversight, own the service quality framework, and ensure assurance activity provides clear, evidence-based insight into service performance, control effectiveness and customer outcomes. 
Working across SAPE, Service Delivery, Customer Experience, DACI and TCS, you will lead the service quality team, oversee quality reviews and thematic analysis, and translate findings into practical action that strengthens performance, third-party oversight and continuous improvement.


Scope and deliverables 
Accountability
	

	· Provide credible leadership and constructive challenge on service quality performance, standards and control effectiveness, using assurance evidence to influence decisions, strengthen third-party oversight and drive improvements in customer outcomes.
· Accountable for setting and maintaining a comprehensive service quality and control assurance framework, ensuring it provides clear, consistent and evidence-based oversight of customer outcomes, regulatory obligations and operational risk across outsourced service delivery.
· Owns the definition of what good looks like for service quality, including standards, tolerances, scorecards and control expectations for third-party delivery, working in close partnership with Customer Experience (CX) to ensure alignment to customer outcome frameworks, insight and regulatory requirements.
· Owns the end-to-end governance of service quality findings, including escalation of material risks, alignment with audit and risk functions, and ensuring readiness for internal and external audit scrutiny.
· The role is accountable for the quality, consistency and effectiveness of Nest’s service quality assurance approach, including review plans, methodology, standards, outputs and supporting governance.
· Accountable for the prioritisation and delivery of risk-based service quality assurance activity, ensuring that assurance coverage focuses on areas of highest customer, regulatory and operational risk, including emerging or forward-looking risks.
· Accountable for ensuring closed-loop improvement, where assurance findings are translated into clear actions, implemented effectively, and validated to demonstrate sustained improvements and reduced risk.
· This role has direct line management responsibility for Service Quality Manager(s) and is accountable for setting objectives, overseeing delivery and building capability within the service quality function.


Deliverables
	

	· Lead the planning and execution of regular service quality assurance activity across agreed journeys, processes and service areas, ensuring reviews are risk-based, proportionate and aligned to Nest’s priorities. 
· Lead service quality assurance activity for material service changes and releases, including defining and delivering pre-release assurance (to validate readiness, controls and customer outcomes) and post-release assurance (to assess early-life performance, customer impact and control effectiveness), ensuring risks are identified and addressed at pace
· Oversee the production of clear, evidence-based findings, thematic analysis and management information that highlight risks, trends, root causes and opportunities for improvement. 
· Translate quality assurance and insight into practical recommendations and improvement actions, working with internal stakeholders and TCS to support prioritisation, follow-through and measurable change.
· Provide oversight of the end-to-end action tracking process for service quality findings, ensuring progress is visible and that changes are tested for effectiveness.
· Provide robust governance reporting and commentary for senior stakeholders, presenting a joined-up view of service quality that reflects both assurance findings and customer insight, with clear articulation of risks, customer impact and progress.
· Own and continually refine service quality frameworks (in close collaboration with Nest stakeholders), standards, scorecards and review methods so that assurance activity remains consistent, credible and focused on customer outcomes.
· Ensure data integrity and consistency across service quality insight, working with stakeholders to align metrics, definitions and reporting across assurance, complaints, operational performance and customer experience.
· Contribute to broader control, customer outcome and service improvement activity by ensuring service quality assurance is connected to operational insight, complaints, risk themes and partner oversight. 
· Lead, coach and develop the Service Quality Manager(s), setting clear objectives and creating a culture of quality, curiosity, accountability and continuous improvement.


Relationships and autonomy
	

	· The role works closely with the Head of SAPE and senior colleagues across Scheme Operations, Service Delivery, DACI and risk-focused teams. 
· It will engage directly with managers and senior stakeholders within TCS to review evidence, challenge performance and support action on identified service quality issues. 
· The role will influence at senior manager and head-of level, using evidence, judgement and clear recommendations to shape decisions on service quality, oversight and improvement priorities. 
· It operates with a high level of autonomy within agreed objectives, escalating material risks, significant findings or issues requiring strategic intervention where appropriate.


Role requirements
Experience and technical skills
	

	· Significant experience leading quality assurance, audit, control testing or service review activity in a complex service environment.
· Experience designing or evolving quality frameworks, scorecards, review methodologies or assurance approaches that support consistent and credible oversight.
· Strong analytical capability, with the ability to interpret multiple sources of quality, operational and customer insight, identify patterns and root causes, and form balanced, evidence-based conclusions.
· Experience producing clear reporting and commentary for senior stakeholders, including translating detailed findings into practical implications and recommendations.
· Experience working with operational leaders and third-party partners to address service risks, improve controls and strengthen customer outcomes.
· Experience leading or developing specialist assurance resource, including setting direction, managing performance and supporting capability growth.
· Experience in pensions, financial services, complaints handling or another regulated environment would be beneficial.


Personal attributes
	

	· You will be a strong critical thinker with sound judgement, a disciplined approach to evidence and the confidence to make balanced decisions in complex situations.
· You will be able to influence credibly, challenge constructively and build effective relationships across internal teams and third-party partners.
· You will be organised, resilient and comfortable managing competing priorities while maintaining a clear focus on quality, risk and customer outcomes.
· You will bring a continuous improvement mindset, strong personal accountability and a collaborative leadership style.
· Relevant quality, audit or operational improvement qualifications would be beneficial but are not mandatory where equivalent practical experience can be demonstrated.


Differentiators
	

	The role has broader leadership responsibility, greater ownership of the overall framework and wider accountability for team direction and stakeholder leadership. This role is suited to someone who can combine strategic oversight with practical delivery, setting the direction for service quality assurance while remaining close enough to the detail to challenge effectively and drive action. 
It offers the opportunity to shape how Nest assures outsourced service quality, strengthen third-party oversight maturity and influence improvements that matter to customer outcomes, operational resilience and governance. 
The role is designed for someone who is comfortable leading through evidence, building credibility across stakeholders and developing a high-performing assurance capability in an area of growing importance to the organisation. 
This post is also expected to provide clear leadership, coaching and quality judgement across the function. 


Working pattern
	

	We support flexible and hybrid working in line with business needs. The role is expected to work in a way that enables effective collaboration with colleagues across Nest and with third-party partners, with in-person attendance where needed for team activity, stakeholder engagement or business priorities.


Grade Descriptor
	

	2M
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