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Organisational overview
Nest is a great government delivery success story. Established in 2010, Nest has been a critical pillar of the government’s automatic enrolment pension programme, with a public service obligation to accept any employer wishing to use the scheme to discharge their automatic enrolment duties. 
Our award-winning pension fund is tailored to members’ requirements by combining extensive research and an expert understanding of their needs. First-class investment practice and governance are the backbone of our organisation. We invest responsibly and sustainably and are always transparent about the choices we make. It is both a privilege and a responsibility to help each of our members achieve the retirement they want. 
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
	

	

	Nest is the UKs largest workplace pension scheme with over 50bn in assets under management and over 12 million customers. Our strategy has started an exciting transformation journey for Nest to continue to deliver and grow our business. As part of this transformation, the Customer Experience team have been created to own and transform our existing products and launch new products that our customers love to use and trust. 

The wider Experience team includes Brand & Marketing, Propositions and our Customer Experience team who collectively have responsibility for leading the Experience for our customers.
The Customer Experience team creates user-focused experiences by combining product ownership, design thinking, and business insight. We're responsible for shaping the experience across all customer groups; members, employer providers, and distribution partners through various channels.
We prioritise delivering value through continuous feedback from customers and colleagues. Prototypes and mock-ups help us test ideas and refine experiences, while data guides our decisions and solution design.
Product owners lead teams in our b2b and b2c domains, prioritising features and owning the product roadmap. Our service design team focus on end-to-end journeys, tone of voice and service interaction contributing to a cohesive experience. UX/UI designers turn insights into accessible, user-friendly interfaces. Business analysts define requirements and identify opportunities to continually improve and inform our 
We focus on delivering meaningful, easy-to-use experiences for our members, employers, and partners driven by a product-led mindset.


The role
	

	The Head of Service Design leads, oversees and ensures the delivery of user-centric services for our customers. Reporting to the Customer Experience Director and working as a strategic partner with our heads of product, you will be accountable for service strategy across our various touchpoints with our customers. This role is responsible for shaping the direction of our service design, maintaining high standards of design quality and building out our design principles of how we build and create meaningful experiences that remain consistent across our various channels of engagement and distribution. 
As we grow our product channels through our b2b and b2c models, the service design team will take ownership for ensuring that, as our proposition grows, we consider how best to implement new design and elevate existing design of customer journeys, touch points and ensure we embed our Brand to build trust with our customers.


Scope and deliverables 
Accountability
	

	

	Define and execute a comprehensive service strategy that positions Nest as a leader in customer centric design.
Establish service design as a core business capability with clear standards and measurable frameworks. Provide leadership and direction for the service design team and guidance to UX and UI colleagues within the product squads. 
Working closely with the Customer Experience Director, establish a customer-centric culture across Operations, Technology and Customer Service.
Ensure consistent, high-quality design that aligns to the user needs and our business goals.
Oversee the development and implementation of a repeatable and scalable service design framework. 
Help manage demand and forecast requirements that deliver on service design objectives.
Support the wider experience team in the prioritisation of member experience improvement and new service development.
Provide direction to our delivery partners to ensure we maintain the experience that the service design team wish to maintain and implement across our existing and new products and services.


Deliverables
	

	

	Implement a service design strategy and roadmap
Establish and maintain a design framework and standard and best practices to be used across them
Produce high-quality design artifacts that communicate design intent and support development of our products and services.
Establish a voice of the customer program that understands and identifies improvement opportunities.
Ownership of service innovation testing new concepts of delivery approaches across key critical moments e.g. enrolment, major life changes or retirement.
Mentor, train and upskill colleagues across service design, UX and UI and broader stakeholders to embed design thinking and user-centric approach to improving and building new products and services.
Define and track KPIs related to service design e.g. customer experience, design impact


Relationships and autonomy
	

	

	Working closely with our Head of Products and Experience Director to embed design led thinking and how we prioritise work and demonstrate value through our approach.
Collaborate with our member and employer proposition teams evangelising the value of service design thinking.
Frequent engagement with our delivery partner to ensure a service design led approach is applied to the development and improvement of our products and services.


Role requirements
Experience and technical skills
	

	

	Proven experience leading service design or user experience function ideally within a regulated business or design agency supporting a regulated business.
Strong understanding of end-to-end service design and use of relevant tools and best practices e.g. Figma, Adobe XD, Miro
A portfolio of work that demonstrates application or skill set and approach to design thinking
Ability to communicate complex design concepts to diverse audience including senior leaders including our ExCo
Demonstratable track record of successful service transformation in an organisation going through considerable change a plus.
Experience leading multidisciplinary teams and managing external technical delivery partners.
Knowledge of accessibility, inclusive design and design standards and examples of applying this to your work


Personal attributes
	

	

	A strategic thinking with a passion for driving service design, innovation and customer experience
An outgoing, engaging communicator who can practice and preach the benefits of service design.


Differentiators
	

	

	<Insert text>


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

	

	<Insert text>


Grade Descriptor
	Insert high level grade descriptor.
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