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Departmental/Directorate overview
	Give an overview of what your department’s function is within Nest Corporation, team size, department deliverables/objectives. Include how this role fits in to the team and who they will report into. 
Note: Language used should be inclusive and unbiased avoiding expressions that express or imply ideas that are sexist, racist, or otherwise biased or prejudiced towards certain groups. Maintain gender balance by avoiding superlatives, gender-charged words and gender specific terms. Use the pronouns ‘you’ or ‘they’ rather than ‘he’ or ‘she’. Avoid using complicated jargon or acronyms. See LinkedIn’s inclusive job descriptions for tips.

	

	The role is within the Member & B2B Proposition teams, within the Nest Experience directorate. The Nest Experience directorate is responsible for developing and evolving the propositions for our customers, for the service and experience that they enjoy and working with our delivery partners to ensure their data and assets are kept safe. This includes:  

· Definition of our customer strategies 
· Developing, maintaining and evolving our customer value propositions 
· The brand and marketing of Nest to our customers 
· The design of the service experience our customers enjoy across all channels
· Working with our partner, TCS, to deliver a service that delights our customers and keeps their data and assets safe 


The role
	Give a brief description of the role.

	

	As the Head of Customer Value Management, you will be responsible for leading the development of the Nest’s Customer Value Management (CVM) strategy and capabilities across Member and non-account managed B2B customers, encouraging them to stay and do more with Nest. You will take a customer, data, and commercially-oriented approach to ensuring Nest’s actions drive good customer and commercial outcomes in line with Nest’s purpose and objectives. The role will lead a team, fostering a culture of data-driven decision-making and optimisation that embraces a test and learn approach, as well as identifying the larger initiatives and enablers required to keep Nest front of mind with its diverse customer bases. Reporting to the Member Proposition Director, this role is a senior leadership position pivotal to delivering Nest’s objectives around customer loyalty and growth, working closely with stakeholders across the business. This is a high visibility role with requirement to regularly report to executive and board-level committees on progress to plan, as well as strategy recommendations.


Scope and deliverables 
Accountability
	You may not need to have something entered against each of the following questions but you should consider each of them ensuring the language used is inclusive and unbiased (please speak to the recruitment team for further guidance on inclusive language). 
How many people will this role manage directly/indirectly?
Which budgets will this role own?
What delegated expenditure limits will this role have?
Which contracts or services will this role manage/be required to procure?
Which processes will this role own/author/significantly contribute to?
What policies will this role own/author/significantly contribute to?
Which line of business systems will this person administer?

	

	· Owns responsibility for creating and evolving the Nest Customer Value Management strategy, including target setting, benchmarking and cost benefit cases
· Leads a team of In-life Growth and Retention Managers (Member and B2B)
· Owns responsibility for key growth and retention KPIs (persistency, transfers, AVCs, retention etc.), ensuring performance to plan is tracked, reported and acted upon
· Works collaboratively across matrix peers, including CX, Marketing, Service Operations, Data Analysis & Customer Insight to achieve a joint pan and activities to deliver the agreed KPIs
· Owns the end to end in-life and growth process, from discovery and ideation, to prioritisation and delivery, run and monitor of initiatives designed to drive agreed customer and commercial outcomes


Deliverables
	Keep bullet points in this section relatively generic and long-term to the role i.e. they won’t be outdated by a yearly change in objectives. Points here may include:
What types of product/process/policy improvement and change tasks you would like the candidate to deliver?
Are there any technical deliverables relevant to this role e.g. production of monthly accounts or production of monthly volumes model?
What operational/transactional tasks that will be conducted by this role e.g. regular reports/MI this post will be required to produce and/or 
sign off.
Will this role need to manage specific projects? If so, what will be the nature of them?

	

	· Strategy Development & Execution:
· Provides Nest-wide leadership and the strategy for best practice existing customer value management across Nest for the Member and B2B segments
· Identifies Nest-specific benchmarks vs. the pensions market and other relevant service industries and agrees the strategy, targets and plans to meet them across in-life growth and retention metrics
· Works with data and analytics and customer insight to deliver a segmented, prioritised cohort management strategy and considers the full requirements (customer value proposition) needed to be successful in retaining and growing them
· Execute with a consistent approach of testing and learning, across multiple channels and levers
· Leadership & Team Management
· Lead Nest, at all levels (executive, board committees, co-collaboration working groups), on best practice for customer value management
· Lead and mentor a team of In-life Growth and Retention Managers, fostering a constant high-performance culture that creates satisfying careers as well as achieving business objectives.
· Ensures the team has great instincts for balancing commerciality vs. great customer outcomes
· Design, lead and foster a rapid test and learn approach and matrix agile ways of working
· KPIs, Customer Insights, Analytics:
· Drive the use of customer insights and data analytics to understand customer behaviour and preferences, identifying key drivers of in-life engagement, growth and churn.
· Use insights to inform strategic decisions around customer value management initiatives, ensuring they are grounded in market, customer and commercial evidence
· Ensure that KPIs for CVM are monitored, reported and performance plan targets are met, including attending Trading sessions with latest view of initiatives to meet / exceed plan
· Cross-functional Collaboration:
· Confidently lead cross-functional, collaborative groups to deliver short, mid and longer term initiatives that
· Ensure all stakeholders are always apprised of performance to plan, and the external and internal factors impacting it, and are motivated to meet / exceed it
· Financial & Commercial Accountability:
· Own responsibility to deliver CVM KPIs (retention, persistency, transfers etc.) and for quality reporting of performance to plan and forecasts
· Lead on annual planning process for in-life growth and retention, ensuring the strategic plan is supported by clear, budgeted annual activities with good customer and commercial outcomes
· Own the customer value management budget, ensuring effective allocation of resources and demonstrating clear ROI on all retention and growth activities.
· Lead the development of business cases for customer value initiatives, ensuring they are commercially sound and aligned with Nest’s strategic objectives.
· Represent growth and retention in governance forums, including at executive and board committee level


Relationships and autonomy
	What levels of seniority would this role regularly interact with/influence? e.g. Heads of, Directors, Executive Board, Trustees?
List the teams/immediate colleagues you expect this person to interact with to be successful in this role.
Are there any key external stakeholders that this role will need to work with?

	

	· As a senior role, delivering a crucial function for Nest, the role will confidently operate with Head of peers and Directors, Executive and Board
· It must work collaboratively with every part of Nest and key partners such as TCS to ensure Nest’s in-life growth and retention strategy is understood and successfully delivered. It will need to work hand in hand with key stakeholders, in particular in CX, Brand and Marketing and Service Operations, to make best use of their subject matter expertise to deliver plan KPIs
· As well as being an expert on Nest’s customers, their behaviours and needs, the role will continue to seek external sources of best practice including working with relevant partners, industry forums, peer-to-peer opportunities and influencers


Role requirements
Experience and technical skills
	The employee will be able to demonstrate the following experience and technical skills:
Detail the experience needed to perform this role effectively. You should avoid stating times on the amount of experience, for example ‘five years’ experience’, and focus on what the right candidate would have been involved with or achieved in that time.

	

	· Extensive experience at Head of level (or similar such as GM or Director) for customer value management or existing customer management roles, covering in-life growth and retention, ideally within Financial Services or similar service industries and with bases of many millions of customers
· Extensive strategy development and execution skills, with ability to demonstrate previous success in transforming an organisations in-life growth and retention capabilities and performance
· Proven ability of influencing including to Board level, with strong communication and ‘story telling’ skills
· Strong track record of managing and delivering improved in-life growth and retention KPIs and proven ability to improve lifetime value, using a variety of levers (propositions, offers, engagement, journey improvement) to achieve this
· Excellent understanding of data analytics and customer segmentation, with experience using insights to drive strategy and decision-making.
· High comfort with in-life customer base management related tools and models such as CRM, CLV
· Significant and successful team leadership experience, with a demonstrated ability to hire, grow and motivate a high-performing team and
· Strong commercial acumen and financial management skills, with experience in building business cases and managing budgets effectively.
· High comfort with matrix agile ways of working and with outsourced service providers


Personal attributes
	The role will require someone with the following personal attributes:
Please detail the key attributes/competencies that will lead to successful performance in this role. These are not normally measurable on a CV, so are assessed at interview stage. This is an opportunity to set out what good looks like and might be a set of short bullets, for example, engaging communicator, adaptable to change, ability to prioritise. 
Education, qualification and professional membership requirements
List all mandatory professional qualifications (and indicate they are mandatory).
List professional memberships and/or affiliations and indicate if they are beneficial or essential.
Please detail other qualifications that would be essential or desirable to performing this role successfully and indicate if experience would be a valid substitute (e.g. degree-level education or equivalent experience).

	

	· Naturally, passionate about customers and continually seeking news way to understand and anticipate their needs
· Must be highly commercial and have high comfort with a role held to account for plan KPI performance
· Equally passionate about high performing teams and fostering continuous sources of motivation, inspiration, innovation, accountability and collaboration
· Strategic thinker with the ability to translate high-level objectives into actionable plans that deliver measurable outcomes.
· Strong communicator and influencer, able to engage and build relationships with stakeholders at all levels.
· Adaptable and resilient and able to manage multiple priorities effectively.
· Able to balance patience and tenacity when leading an organisation to create new capabilities whilst having competing priorities
· Happy to balance the blend of creative and commercial on a day to day basis
· What the role isn’t: this role needs to work across the customer value proposition but specifically isn’t a marketing communications, CX, data etc. role – it will need to harness the subject matter expertise of this existing functions to achieve the CVM plan



Differentiators
	This section allows you to bring out some of the features of the role that might not be covered above and is particularly important when the job description is used in the recruitment process. It might just be a few short paragraphs, but these should allow a candidate to get a better flavour of the role at Nest and decide whether it matches their expectations.

	

	At Nest we do things differently. In-life growth and retention activities are not all about maximising profit – they are about making sure Members understand their personal requirements for their financial wellbeing and specifically their retirement and are able to make informed decisions with regard to their Nest pension and the contributions they make. We are transparent and fair in all our interactions with them.


Working pattern
	This section allows you discuss about flexibility allowed for the role.

	

	Whilst the role is expected to be a permanent, full time role, five days a weeks, 9-17.30, conducted hybrid with 1-3 days a week (or more when necessary) in the office, flexible working requests will be considered


Grade Descriptor
	Insert high level grade descriptor.

	

	<Insert text>
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