

	Case Manager




	Case Manager

	SAPE

	Change Programmes and Service Management
	Grade: 2T



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 is one of two teams within Scheme Operations and is responsible for retained critical processes and for providing assurance over the service quality, consistency and effectiveness of service delivered across key member and employer journeys. The team plays an important role in protecting good member outcomes, managing risk and identifying opportunities for service improvement through casework insight, quality review and operational oversight. 
Within this structure, the Case Manager sits in the case management team and reports to a Senior Case Manager. The role supports the effective management of complex casework by helping ensure cases are investigated thoroughly, evidence is considered carefully and outcomes are fair, clear and well documented. Case Managers also contribute to wider learning and continuous improvement by identifying themes, risks and service issues from their casework.

The role
As a key player in the SAPE team, you'll manage complex and sensitive casework, use evidence to reach fair outcomes, and help identify and resolve service issues. This role would suit someone who takes initiative, has strong attention to detail and can quickly get to grips with complex information. This includes:
· Investigate complex complaints and disputes, including IDRP/EDRP Stage 2 cases, high-profile complaints and executive complaints, preparing clear recommendations and outcome responses.
· Manage retained complex processes, including Expression of Wish and deviation cases, applying sound judgement and maintaining accurate records.
· Respond to external stakeholder enquiries, including from the Pensions Ombudsman, the Pensions Regulator and the Department for Work and Pensions.
· Quickly understand and apply complex processes, policy, legislation and customer journey information to support fair and well-evidenced outcomes.
· Identify recurring issues, risks, root causes and service quality themes from casework, audits and management information.
· Feed in observed quality issues and help ensure agreed actions are progressed with the right teams and stakeholders.
· Represent SAPE in relevant meetings and initiatives where complaint insight, dispute handling, customer impact or service quality evidence is needed.

Scope and deliverables 
Deliverables
· Maintain accurate records and ensure all casework is completed within regulatory deadlines and in compliance with established procedures.
· Prepare and present clear and concise case summaries and recommendations for the Decision Committee, composed of senior stakeholders, ensuring all relevant information is provided for informed decision-making.
· Successfully deputising for the Senior Case Manager as required
· Provide support on the delivery of monthly MI reports showing the team’s monthly performance
· Identify service improvements from complaints, disputes, audits and casework trends, and work with the relevant teams across Nest and our third-party operational delivery partner to ensure issues are owned, progressed and resolved.
· Providing relevant and timely information to General Counsel to enable informed decisions regarding individual cases or procedures / processes
Relationships and autonomy
· The role will report to a Senior Case Manager within SAPE 
· This role will work closely with Service Delivery, the Service Quality Manager, General Counsel, Financial Crime Prevention, Finance, Product and Solutions, and operational teams within our third-party delivery partner.
· Engage regularly with senior managers and team leads, providing clear and concise updates on casework progress and outcomes.
· Maintain professional and productive relationships with external stakeholders, including the DWP, TPO, and TPR.
· Demonstrate the ability to work autonomously while also contributing effectively as a team member.
· The role requires the ability to work effectively with our external outsourced provider
	


Role requirements
Experience and technical skills
· [bookmark: _Hlk524621681]Ideally, you’ll have a good understanding of UK pension legislation, automatic enrolment and the role of relevant regulatory bodies.
· Demonstrate excellent administrative skills and meticulous attention to detail, including the ability to maintain clear, accurate and up-to-date records.
· Able to quickly understand, interpret and apply complex information, including policy, legislation, operational processes and customer journey detail.
· Approach complex tasks in a structured way, considering the bigger picture, customer impact and wider operational implications.
· Demonstrate strong analytical skills, using evidence, case information and management information to identify trends, risks, root causes and improvement opportunities.
· Possess a strong sense of personal accountability, with the ability to manage multiple tasks, prioritise effectively and work to deadlines.
· Able to work effectively both independently and as part of a team, showing initiative and good judgement when progressing work.
· Effectively influence stakeholders, follow issues through to resolution and ensure agreed actions are delivered across Nest and our third-party operational delivery partner.
· Communicate clearly and concisely, both verbally and in writing, including the ability to prepare well-structured recommendations and updates for senior stakeholders.
Personal attributes
· Driven and accountable: You take ownership of your work and proactively deliver on your responsibilities. You are comfortable using your initiative, progressing issues without needing to be prompted, and escalating appropriately when something needs attention.
· Analytical and detail-oriented: You have a keen eye for detail and can work through complex information carefully and accurately. The role involves reconciling sometimes conflicting perspectives, knowing the right questions to ask and evaluating complex information and processes. This requires sound judgement, curiosity and the ability to understand operational processes and customer journeys to support independent Stage 2 reviews, recommendations and decision-making.
· Curious and quick to learn: You can quickly get to grips with new processes, technical information and unfamiliar subject matter. You are willing to ask questions, build your knowledge and apply what you learn to improve the quality of your work.
· Improvement-focused: You look beyond the individual case to identify themes, risks, root causes and opportunities to improve the service. You are comfortable using evidence and insight to support better outcomes for customers and the scheme.
· Collaborative and engaging: You build strong relationships with colleagues and stakeholders, demonstrating excellent interpersonal and communication skills. You are able to work constructively across teams to make sure issues are understood, owned and progressed.
· Resilient and adaptable: You thrive in a fast-paced environment, managing pressure effectively and adapting to changing priorities and deadlines. You approach new challenges with a positive and can-do attitude.

	



Differentiators
	

	This is an opportunity to work on complex, high-impact casework that directly affects customer outcomes and helps protect confidence in Nest. You’ll help ensure complaints, disputes and service issues are handled fairly, clearly and with strong evidence.

The role offers variety and visibility, with regular engagement across different teams and stakeholders. It would suit someone who enjoys getting into the detail, asking the right questions and using insight from casework to help improve how services are delivered.

Expectations for delivery in this role are high and the environment is fast-paced. We are looking for someone who is proactive, detail-focused and comfortable working with complex information, with the confidence to identify issues, ask the right questions and help drive improvements through to resolution.


Working pattern
	

	As a team, we attend the office in person on a Wednesday. There is flexibility in terms of working patterns/hours, although additional office attendance may be required from time to time where business needs arise. 


Grade Descriptor
	

	2T
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