

	Social Media Manager




	Social Media Manager

	


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 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  
Role Overview
This is an exciting time for social media at Nest. The team is evolving its approach to become more platform-native and social-first, with a sharper focus on creativity, innovation and pushing the creative boundaries of how pensions and long-term saving show up in people’s feeds. 
We want to banish the dull from pension communications by creating content that feels useful, relatable and genuinely engaging, while still maintaining the trust and accuracy our audiences expect.
This is a hands-on role for an experienced social media professional who can work independently, bring creative recommendations and keep work moving. The successful candidate will be a self-starter: someone who can spot opportunities, organise activity, manage stakeholders, solve problems and balance creativity with governance, reputation and compliance.
The role includes content planning, campaign delivery, copywriting, reporting, stakeholder management, community escalation support, social listening and process improvement. It also supports the team’s ambition to make Nest’s social media more creative and distinctive by ensuring content is useful and engaging for members, employers and wider audiences.

Scope and deliverables	Comment by Pippa Strutt: As per previous comment, can we draw out the opportunity for creativity more in these sections? 
Do you also want to say anything about the scope of the role in relation to developing our TikTok presence, for example?
And working with agencies? There's one mention of external suppliers, but I think there's more you could say about this role managing and inspiring agencies to deliver their best work for us
	Key areas
	Role deliverables

	Accountability
	· Accountable for the day-to-day planning, coordination and delivery of Nest’s social media activity, ensuring work is high quality, on time and aligned to agreed strategies, organisational priorities and channel objectives.
· Responsible for managing assigned social media workstreams from planning through to delivery, making clear recommendations, identifying opportunities and risks, and coordinating activity with internal stakeholders, TCS, agencies and external partners.
· Responsible for helping develop a more distinctive, creative and platform-native social media presence for Nest, using audience insight, platform trends and social media judgement to make pensions and long-term saving feel more relevant, accessible and engaging.
· Expected to bring creative ideas, constructive challenge and practical recommendations, helping the team test new formats, narratives and approaches beyond business-as-usual content.
· Plays a key role in developing Nest’s TikTok presence as part of the wider channel strategy, helping shape how Nest shows up on the platform in a way that feels culturally relevant, engaging, useful and native to audience behaviours.
· Acts as a key point of contact for social media expertise, providing advice and guidance to stakeholders and helping embed social media best practice across Nest.


	Deliverables
	· Translate social media strategy into actionable content plans, campaign delivery plans, channel activity and publishing schedules.
· Develop recommendations for social media activity using audience insight, business and campaign objectives, platform trends and performance data.
· Identify and develop creative content opportunities across channels, including emerging formats, platform-native storytelling, social trends and new approaches that help Nest stand out in people’s feeds.
· Support the growth and evolution of Nest’s TikTok presence, including identifying content opportunities, trends, formats and series ideas that align with Nest’s purpose, audience needs and governance requirements.
· Support influencer, creator and user-generated content activity, helping identify opportunities, shape briefs and ensure content feels authentic and platform-appropriate.
· Brief and manage agencies, creators and external partners to deliver high-quality, insight-led and platform-appropriate work that meets Nest’s objectives and pushes beyond expected financial services conventions.
· Own the end-to-end delivery of social media content activity, including briefing, planning, coordination, approvals, publishing, reporting and optimisation.
· Create, review and improve social-first content and copy, ensuring messaging is accurate, accessible, audience-focused and appropriate for each platform.
· Support employee advocacy activity by helping colleagues and senior leaders show up confidently and consistently on social media, using clear guidance, practical support and channel best practice.
· Help coordinate content production with internal teams, agencies and external suppliers, ensuring assets are delivered on time and meet brand, accessibility and governance requirements.
· Monitor and evaluate social media performance using analytics, social listening and audience insight, providing recommendations for optimisation and continuous improvement.
· Support community management alongside TCS and the Exec, helping identify opportunities to build positive engagement, while also monitoring customer-service issues, complaints and reputational risks and ensuring appropriate escalation through agreed processes.


	Relationships and autonomy
	· Reports to the Social Media Lead and works closely with the Social Media Executive and Digital Designer to deliver Nest's social media activity.
· Works collaboratively with teams across Nest.
· Partners with TCS on community management, complaints handling, escalations and customer-service-related social activity.
· Builds relationships with senior stakeholders, project leads and subject matter experts to support business priorities, campaigns, issues management and senior leader communications.
· Acts as a day-to-day partner for future and current agencies and suppliers, helping to brief work clearly, maintain momentum, unblock delivery and create the conditions for partners to deliver their best work for Nest.
· Operates with a high degree of autonomy in managing day-to-day social media planning and delivery, using professional judgement to prioritise work, make recommendations, solve problems and progress agreed activity independently, escalating where appropriate.



Role requirements
Experience and technical skills
The employee will be able to demonstrate the following experience and technical skills:
· Strong working knowledge of major social media platforms and how content, tone, format, audience behaviour and best practice differ by channel.
· Evidence of developing creative, social-first content ideas that use platform-native formats, audience insight and cultural or platform trends to drive engagement.
· Experience developing content plans, campaign plans, platform recommendations, publishing schedules and delivery timelines.
· Experience creating, reviewing and improving social-first copy and content, with strong judgement on what is suitable for the audience, platform and objective.
· Good understanding of TikTok and short-form video, including platform behaviours, trends, formats and what makes content feel credible, engaging and native to the channel.
· Experience using social media insight, reporting, analytics or social listening to make recommendations, optimise activity and identify new opportunities.
· Experience coordinating stakeholders, gathering feedback, managing approvals and keeping delivery on track in a governed or multi-stakeholder environment.
· Experience briefing and working with agencies, suppliers, creators, designers or production partners to deliver high-quality social media activity.
· Understanding of influencer, creator or user-generated content activity, including how to shape briefs and assess whether content feels authentic and platform-appropriate.
· Understanding of employee advocacy or senior leader social media activity, including how to support colleagues to show up confidently and consistently online.
· Good understanding of proactive community management, customer-service issues, reputation management, escalation routes and sensitive social media responses.
· Confidence using social media tools for scheduling, publishing, reporting, listening, content management or community management.
· Some experience with paid social and boosting would also be beneficial.
Experience in pensions or financial services is beneficial, but not essential. We are open to candidates from agency backgrounds, in-house social media roles or sectors outside financial services. More important is strong social media judgement, creativity, the ability to work independently and the confidence to make practical, audience-led recommendations.

Personal attributes required 
The role will require someone with the following personal attributes:
· Creative, enthusiastic with a ‘can-do’ attitude.
· A person who is proactive and is motivated 
· An ability to own tasks and see them through to completion
· Ability to deliver to tight deadlines whilst retaining a focus on accuracy and quality
· A commitment to the principles of transparency and openness
· Collaborative, but with the ability to work under own initiative and with the utmost integrity
This role deals with people at all levels both internally and externally. The ideal candidate will be personable, confident, articulate and persuasive at all levels
Differentiators
· This is a particularly exciting time to join social media at Nest. The team is building on a more mature social presence and moving towards a more ambitious, social-first model that places greater emphasis on audience insight, creativity, experimentation and platform-native storytelling. There is a real opportunity to help shape what social media looks like for one of the UK’s largest pension schemes and to challenge expectations of how pensions can show up in culture, conversation and everyday life.
· The Social Media Manager will have the opportunity to shape how this comes to life day to day. They will not simply publish content; they will help plan campaigns, influence stakeholders, improve processes, identify opportunities, use insight and help make social media a more strategic and distinctive part of Nest’s communications. This is a role for someone who wants to push creative boundaries, test new formats and help us banish the dull from pension communications in a way that is still clear, compliant and credible.
· Nest’s subject matter means the role also has a clear purpose: helping people better understand pensions, saving and financial confidence in a way that is useful, accessible and appropriate. The challenge is to make that work feel relatable, human and engaging without losing trust or clarity. We are open to candidates with experience from agency backgrounds, in-house social media roles or sectors outside financial services. Experience in pensions or financial services can be helpful, but it is not essential; what matters most is strong social media judgement, creativity, curiosity and the ability to turn complex topics into content people actually want to engage with.
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