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Organisational overview
The Change Programmes and Service Management (CPSM) directorate focus on assuring the running of the pension scheme and the improvements to the service and experience of our customers.
The directorate is comprised of six teams who work closely together and focus on distinct activities. These teams are SAPE, scheme assurance, service delivery, testing and quality assurance, programmes, and delivery management.
This exciting role will be part of the Service Delivery team. The Service Delivery team exists to ensure our Scheme Administrator provides, and continues to provide, a fit for purpose operational service to Nest customers. The team ensures Nest has an appropriate level of insight and understanding of the service such that it can act as an educated and engaged customer of those services, managing risk as required. Working with Nest’s third-party administrator on a day-to-day basis, the service delivery team have first-hand knowledge of what our customers are experiencing and are responsible for both reacting to issues with the system as well as improvements which will positively impact users.
You will be joining a team all of whom have their own area of focus that helps support the aims and goals of the directorate and wider business. These specialisms often overlap and as such require collaborative effort across the team to progress to a positive conclusion.
Departmental/Directorate overview
	The Service and Solutions directorate focuses on supporting the effective running of the pension scheme and the ongoing improvement of services, systems, and customer experience.
The directorate is made up of teams that work closely together across connected service, solution, assurance, and delivery activities. These teams work collaboratively to support business change, service continuity, quality assurance, and operational improvement across the organisation.
This role sits within the Service Delivery team as part of the wider Service and Solutions directorate. The team helps monitor the service provided by the Scheme Administrator to support a positive customer experience and effective day-to-day operations. It contributes to service performance monitoring, issue follow-up, and the identification of risks or improvement opportunities, working closely with internal colleagues and third-party delivery partners.
You will be joining a team in which each member has an area of focus that supports the aims of the directorate and the wider business. These areas often overlap, so the role requires collaborative working across the team to help progress shared activities and achieve positive outcomes.


The role
	The Service Delivery Manager role is responsible for ensuring the outsourced Scheme Administrator provides the necessary information. The role is also responsible for the critical assessment of that information in order to provide structured assurance that the Scheme Administrator is running the Scheme appropriately.
This role acts as a point of contact for other teams within Nest Corporation who have queries or issues relating to the delivery of the service, and progresses these queries or issues to an appropriate conclusion.



Scope and deliverables 
Accountability
	Oversight and responsibility of the Service Delivery mailbox including timely turnaround of approval requests from TCS (for example gain and loss, deviation, and re-investment), liaising with internal teams to provide the appropriate Nest guidance.
Review and analysis of management information provided by the Scheme Administrator in order to provide structured assurance that the operational performance and service is being delivered appropriately.
Running several forums including the weekly service delivery meeting with Nest and the Scheme Administrator and raising and tracking actions where appropriate.
Effectively dealing with issues and queries that come from within Nest and from the Scheme Administrator to an effective conclusion or escalating where appropriate.
Providing appropriate sign-off for corrective courses of action or remedial works required on customers’ accounts.
Trend and issue analysis across all major processes our customers engage with to identify opportunities for improvement and work with internal stakeholders, where appropriate, to drive these forward to a successful conclusion.
Supporting the process for a bi-annual update of the operations manuals.
Development of operational changes and improvements which will positively impact customers, ensuring relevant stakeholders have input.
Acting as a point of contact for other teams within Nest Corporation who have queries or issues relating to the delivery of the service, and progressing these queries or issues to an appropriate conclusion.
Line management responsibility where appropriate or required.
Providing support to the Lead Service Delivery Manager as required.


Deliverables
	Provide structured assurance that operational performance and service delivery by the Scheme Administrator are appropriate.
Manage and respond to service delivery queries and approvals in a timely way, coordinating input from internal teams as needed.
Run core service delivery forums and ensure actions are captured, tracked, and progressed.
Identify service issues and improvement opportunities through review of trends, analysis, and stakeholder feedback.
Support operational improvements, customer-impacting changes, and updates to core operational documentation.
Provide support to the Lead Service Delivery Manager and take line management responsibility where required.


Relationships and autonomy
	Reporting to the Lead Service Delivery Manager.
Having a high degree of autonomy and ownership of elements of the Scheme Administration solution.
Working regularly with senior members of Nest and the Scheme Administrator, with significant personal accountability for managing these relationships effectively.
Working as an effective member of the service delivery team in general.
Ability to build excellent relationships with the Scheme Administrator at senior and working levels to facilitate the activities required.


Role requirements
Experience and technical skills
	Experience in operational management within the pensions industry or financial services.
Experience of managing complex commercial issues.
A deep understanding of one or, preferably, more of the following based on previous experience:
IT systems performance.
IT operations.
Contact centre operations.
Back-office operations.


Personal attributes
	Highly intelligent with the ability to quickly grasp complex concepts and information.
Able to see the bigger picture as well as grasp the detail.
Able to analyse large quantities of data in a variety of formats to determine what is important.
Able to undertake trend analysis and derive insight in order to focus the organisation on the most critical risk management tasks and improvement opportunities.
Highly motivated and resilient.
A highly capable communicator and influencer with good presentational and listening skills.
An individual with excellent judgement, who knows when a topic is urgent and reacts appropriately to drive it to conclusion.
Able to forge good relationships with other areas of Nest and with our outsourced provider.
Commercially astute.
The candidate is likely to be degree educated, but the right experience and skills are more important than educational achievement.


Differentiators
	This role offers the opportunity to lead key service delivery activities in a complex, regulated, and outsourced operational environment. It combines operational assurance, stakeholder management, issue resolution, and continuous improvement, with direct impact on customer outcomes and service quality.
It is well suited to someone who is commercially astute, analytical, and comfortable working across operational and relationship management challenges to drive service performance and improvement.


Working pattern
	Nest supports flexible and hybrid working, with arrangements agreed in line with business need and team requirements. The role is expected to work collaboratively with internal teams and the Scheme Administrator and may require attendance at key meetings and forums as needed.


Grade Descriptor
	2T - This role operates with a high degree of autonomy and ownership across elements of scheme administration service delivery. It requires strong judgement, analytical capability, relationship management, and the ability to influence and drive issues to conclusion in a complex outsourced environment.
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