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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 fulfil their automatic enrolment duties and support their employees in saving for the future.
Now with over 13 million members, 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.
Nest is playing a critical role in helping people save for their retirement - many of them low to moderate earners who may be saving for the first time and moving jobs frequently. It is both a privilege and a responsibility to help each of our members achieve the retirement they want.
At Nest we believe that our role extends beyond the provision of pension services; in supporting members to save for retirement we are actively developing propositions and services that can provide financial peace of mind for all.   
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.
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	The Nest Experience (NX) directorate is responsible for developing and evolving the propositions for our customers whilst creating services and a set of experiences that differentiates us from other providers. 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 experiences 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
	

	The Member Proposition Manager is a full-time role, reporting to the Head of Member Propositions & Acquisition. It leads the discovery and delivery within Nest of the customer propositions that anticipate and meet its members’ needs, now and in the future. Skilled at working across all the phases of the proposition development lifecycle, the role will have the gravitas to work across matrix functions to deliver and run successful customer propositions.


Scope and deliverables 
Accountability
	

	The role will work with colleagues across NX and the wider business to manage existing and develop new Member propositions. 
In particular, the role will be accountable for:
Taking pre-identified, new strategic member propositions, from the discovery phase through to concept definition and into launch 
Seeking and using market, customer, financial and operational insights to inform proposition changes and development
Developing future-forward customer-centric and commercially viable unique propositions using human-centric design techniques
Building unique and sustainable value propositions for Nest members to benefit from, working through a defined stage-gating process that prioritises propositions with strong customer and business outcomes
Creating a wide network of stakeholders to ensure a broad range of inputs from business subject matter experts across multiple functions, including insight, CX, Finance, Risk, Operations and Change
Managing any new propositions to agreed KPIs and reporting accordingly


Deliverables
	

	New Strategic Propositions
Constantly analyse market, customer, financial and operational insights to spot new opportunities or threats for Nest and its Member propositions
Lead the work to deliver the strategic propositions identified within the overall Nest Customer Strategy
Develop and deliver clear, compelling and unique value propositions for our members, with a clear fit with Nest’s Purpose, Values and Member needs
Own proposition lifecycle development - Proposition Discovery, Design, Development, Delivery and In-life Optimisation
Deprioritise or exit propositions that don’t perform in line with expected customer and business outcomes
Work to identify the right ‘build, partner, buy’ blend to delivering complex propositions and where appropriate lead procurement activities to source best-in-class delivery partners
Create the commercial cases to win stage-gate approval and gain buy-in for proposition KPIs, setting the metrics for success
Create and manage the network of stakeholders required to successfully deliver, launch and run new strategic propositions
Proactively manage risk – regulatory, commercial, conduct, operational - across the proposition development lifecycle
Manage the in-life performance of the proposition(s), making the case for iteration based on real-world performance


Relationships and autonomy
	

	· Reports to Head of Member Propositions & Acquisitions
· Will own responsibility for proposition KPIs and delivery against Nest’s Purpose and strategic goals
· Builds effective relationships with both internal and external stakeholders at all levels, and influence outcomes, potentially including partners, suppliers and regulatory bodies 
· Keeps up to date with developments in the wider Nest community, the regulatory landscape and the wider pensions market
· Required to lead and motivate indirect reports to ensure successful delivery of the propositions



Role requirements
Experience and technical skills
	

	The successful candidate will be able to demonstrate the significant majority of the following experience and technical skills:
· Experience of identifying, developing, delivering, launching and managing complex and compelling consumer propositions
· Experience of workplace or personal pensions and wider consumer financial services preferable, or similar regulated consumer service industry experience (telco, utilities etc.)
· The role requires experience in delivering large projects as part of a team and working collaboratively across multiple directorates and will involve Board-level sign-off and interaction
· Constructing robust business cases and confidently making the case for change
· Being able to demonstrate experience in data-led methodology and customer-led design techniques
· Ability to work with existing research and commission new research as required
· Demonstrable experience of managing risk within a complex organisation
· Outstanding interpersonal and communication capabilities, including excellent writing skills and experience drafting complex documents and reports
· Organisational skills and a track record of working in a project-based environment 
· High comfort with matrix agile ways of working
 


Personal attributes
	

	The role will require someone with the following attributes:
· Able to develop insights drawn from patterns, opportunities and threats in market, customer and financial data and research
· Able to communicate proposition concepts to balance both creativity and practicality of deliverability with a clear line-of-sight to compelling customer and business outcomes
· The ability to quickly grasp new/complex concepts and assimilate large volumes of information
· Very strong written and verbal communication skills
· Ability to see the bigger picture as well as grasp the detail and work with a level of ambiguity
· Motivated and resilient to achieve the best quality and results
· Empathetic and aligned to Nest’s Values and Purpose
· A strong leader with the ability to motivate and support cross-functional project teams, even during periods of high pressure 
· Open to new ideas and to challenge from both within the team and from the wider organisation
· Sufficient external experience to challenge the status quo
· An exceptional communicator and influencer with good presentation and listening skills .
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