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Departmental/Directorate overview
	

	Nest is a great government delivery success story. Established in 2010, Nest has been a critical pillar of the government’s automatic enrolment programme, with a public service obligation (PSO) to accept any employer wishing to use the scheme to discharge their automatic enrolment duties. 
From a standing start, we have delivered a high quality, low cost pension scheme, open to all, which has not only delivered on its mission, but helped to drive up standards and best practice across the industry. Now with over 14 million members, 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. 
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.
Directorate overview
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
	

	The jobholder will lead a team with responsibility for providing the B2B team with Technical Support and the provision of on-going Key Account Management to identified partners in the Payroll Software sector


Scope and deliverables 
Accountability
	

	· To lead the B2B TS team to provide Technical Support and on-going Key Account Management with leading Payroll Software firms
· To facilitate technical input into B2B propositional change proposals, working with the B2B Proposition Manager and other Nest, or third party, collaborators to enable delivery of identified propositional developments
· To support the Employer and Nest Connector Proposition teams in the resolution of issues encountered by clients. Either through identification of appropriate solutions or, where there is no immediate solution, via escalation through the identified channels
· Work with the Heads of Employer and Nest Connect Proposition teams to provide appropriate Technical and systems training for Employer and Nest Connect KAM team members
· Ensure that coaching, training and technical support is available to B2B TS team members
· To work collaboratively with colleagues across Nest, B2B and NX to support the delivery of wider Nest, NX and B2B objectives
· To ensure the on-going timely and appropriate provision of reporting to the B2B Proposition team
· The jobholder is expected to make day to day decisions that enable them to deliver against their objectives, as agreed with the B2B Proposition Director
· To work with colleagues in Nest’s marketing team to ensure attendance of technical experts at relevant in-person and virtual events as appropriate for B2B audiences
· To actively participate as a senior leader within the B2B team, providing support and expert guidance to the B2B Proposition Director


Deliverables
	

	· Provision of timely and accurate technical expertise to B2B Propositional development projects to support wider B2B retention, development and acquisition goals
· Positively influence, through quality of technical support in service provision and propositional developments, Nest’s key B2B experience metrics, as agreed with the B2B Proposition Director
· Support wider B2B team in maintenance of agreed support standards to KAM managed employers and Connectors, predominantly through resolution of KAM employer and Connector issues either directly or through appropriate escalation channels
· Design and implementation of appropriate and on-going training programme for B2B KAMs to deliver development of technical and systems based capabilities.  Program effectiveness to be evidenced through targets agreed with B2B Proposition Director
· Delivery of identified specific objectives with Nest’s Strategic Partners within the Payroll Software sector, as agreed with the B2B Proposition Director.  Including, but not limited to, agreed targets around coverage and usage of Nest’s Web Services by Payroll Software firms
· Ensure monthly, or as required, provision of performance reporting to the B2B Proposition team 


Relationships and autonomy
	

	Would expect to be comfortable interacting with and influencing Heads of and Directors, with the expectation that they may be asked on occasion to present or report to ExCo or Board in the place of the B2B Proposition Director if required.


Role requirements
Experience and technical skills
	

	· The jobholder is expected to be a subject matter expert in all aspects of the DC pension market, have an in-depth knowledge of payroll, middleware systems and their integration and automation with NEST
· The jobholder is expected to have a high level of expertise of the NEST systems and processes and be skilled in supporting the development of equivalent expertise in colleagues 
· Significant auto enrolment, defined contribution and trust based pensions knowledge.  Including in-depth knowledge of NEST and its interaction with other third party technology, including, but not limited to, the Payroll Software Provider market
· An excellent understanding of Nest’s different B2B customer types along with an understanding of different propositional requirements and approaches for each audience 
· Experience of line management, including coaching and development of relevant skills within others
· Experience of working with and reporting on revenue and retention targets
· Experience of presenting in front of large audiences
· Experience of delivering a multi-level relationship management model to external customers
· Experience of strategic account management, influencing outcomes and objection handling


Personal attributes
	

	· Highly motivated and self-managed, able to work without supervision to an agreed framework
Technically minded with excellent attention to detail
· Strong relationship management and leadership skills
· Good analytical and critical thinking skills, ability to interrogate proposed propositional activities using technical expertise
· A team player who will share knowledge with colleagues and contribute to team objectives
· A positive outlook, and an ability to find solutions not problems
· A strong planner with good time management skills
· Someone who takes personal responsibility for their own development and inspires others to do the same
· Comfortable with a changing and evolving environment and not afraid to try new approaches
· Confidence and gravitas to be regarded as a trusted advisor to senior colleagues


Differentiators
	

	<Insert text>


Working pattern
	

	This role is a home working role with an expectation that the jobholder will regularly travel to meet with customers.  The jobholder will also be expected to travel to Nest’s offices for team meetings, training and other events.


Grade Descriptor
	

	Grade 1 - Head of a team, directing activities that have direct impact to the achievement of results for a Directorate or Lead of a specific technical discipline. Recommends and operationalises strategies.
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  Departmental / Directorate   overv iew  

 

Nest is a great government delivery success story. Established in 2010, Nest has been a critical pillar of the  government’s automatic enrolment programme, with a public service obligation (PSO) to accept any employer  wishing to use the scheme to discharge  their automatic enrolment duties.    From a standing start, we have delivered a high quality, low cost pension scheme, open to all, which has not  only delivered on its mission, but helped to drive up standards and best practice across the industry. Now with  over 1 4   million members, 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.    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, leve raging 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.   Directorate overview   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 include s:     •   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  

 

The jobholder will lead a team with responsibility for  provid ing the B2B team with   Technical Support  and the  provision of on - going Key Account Management to identified partners   in the Payroll Software sector  
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