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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 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/Directorate overview
	

	

	Nest is the UKs largest workplace pension scheme with over 50bn in assets under management and over 12 million customers. Our strategy has started an exciting transformation journey for Nest to continue to deliver and grow our business. As part of this transformation, the Customer Experience team have been created to own and transform our existing products and launch new products that our customers love to use and trust. 

The wider Experience team includes Brand & Marketing, Propositions and our Customer Experience team who collectively have responsibility for leading the Experience for our customers.
The Customer Experience team creates user-focused experiences by combining product ownership, design thinking, and business insight. We're responsible for shaping the experience across all customer groups; members, employer providers, and distribution partners through various member and b2b platforms.
We prioritise delivering value through continuous feedback from customers and colleagues. Prototypes and mock-ups help us test ideas and refine experiences, while data guides our decisions and solution design.
Product owners lead teams in our b2b and member domains, prioritising features and owning the product roadmap. Our service & experience design team focuses on end-to-end journeys, tone of voice and service interaction contributing to a cohesive experience. Product designers turn insights into accessible, user-friendly interfaces. Business analysts define requirements and identify opportunities to continually improve and inform our solution design.
We focus on delivering meaningful, easy-to-use experiences for our members, employers, and partners driven by a product-led mindset.


The role
	

	Our mobile product owner is responsible for the build and run of the member mobile app.
Using the landlord and tenant model as a principle, this role is the landlord of our mobile app with member product owners acting as tenants. Tenants bring, ideas and ambition; the landlord ensures that the build is structurally sound, well-maintained and accessible and consistent, and no one tenants work undermines the experience or integrity of our platforms.

This is not a gatekeeping role. It is an enabling one. Success is measured by how fast product teams can move, how coherent the experience feels to users across every feature and journey and how well our mobile scales as new services and features are developed across our wider member proposition.
The role sits within member product team reporting into the Head of Member Product working closely with our Service Design team and our Web Product Owner.
You will have the creative freedom and responsibility to push the boundaries of what our mobile app can achieve ensuring we have core capabilities in place that can be used to increase member experience, deploy new services and features and increase customer satisfaction. This means going beyond feature delivery and obsessing over the customer journey from the moment a member registers or becomes enrolled within the Nest scheme.

The role is supported by a dedicated developer team through our strategic third-party partner and supported by our internal design team with complete accountability for our mobile app and channel experience.

The role blend's technical ability with creativity and appreciation of how service and experience design influence our decision making, design and delivery.

If you are customer and outcome obsessed, love solving problems and making impact, you will thrive here.


Scope and deliverables 
Accountability
	

	

	Own the member mobile channel and experience.

Define and manage the member mobile product roadmap, aligning closely with our member product owners, service design team, propositions and marketing.
Translate customer insight and experience into an intuitive mobile experience with features that delight users and drive measurable business outcomes.
Drive development of key capabilities such as push notifications and personalised engagement.
Establish and track KPIs across member activation, engagement, retention and new feature adoption rates.
Collaborate with design, product, proposition and marketing to ensure an intuitive and engaging user experience
Define and maintain the platform standards covering information architecture, navigation, interaction design, performance thresholds, accessibility compliance and brand ensuring our delivery partner delivers to these standards.
Working with the Service and Experience design leads conducting experience reviews of product team implementations before release, ensuring they meet platform standards.
Balance the competing needs of members, as well as internal colleagues across CX, investment, brand & marketing.
Own the mobile analytics framework monitoring and measurement strategy for CX




Deliverables
	

	

	Review and approve mobile implementations.
Prioritise improvements and developments that deliver value and enable us to continually evolve mobile experience.
Ensure we maintain appropriate accessibility compliance.
Review product features e.g. tools and services for customers 
Share analytics insights and user behaviour reports with key takeaways
Platform health reporting – regular reporting on mobile app performance, quality, adoption and technical debt
Release calendar – manager a rolling schedule of cross-product team web releases, minimising conflict and ensuring web integrity.
Mobile platform roadmaps and prioritisation
A/B testing strategy and backlog
Determining ‘rules of residency’ a clear charter for product teams agreed with our delivery partner, defining what can be built freely, what requires platform review and what is not permitted within the mobile channel
Mobile app OKRs and KPIs – defining outcomes, key results and metrics within the broad service design and experience platform objectives optimising mobile performance.


Relationships and autonomy
	

	Report

	Reporting to the head of member product
Managing a dedicated mobile delivery team via our strategic third-party partner


Role requirements
Experience and technical skills
	

	

	Experience in digital product ownership, platform management or digital experience design with a strong focus on building and scaling mobile apps.
Proven experience and track record of shaping, launching and scaling consumer mobile apps with evidence of increasing and growing user engagement and adoption.
Experience with mobile analytics platforms to monitor and optimise app performance, reliability, and responsiveness.
Experience working within or alongside a service and experience design function, with a solid understanding of journey-led design and how service design thinking translates into execution.
Proven experience managing or significantly influencing an outsourced delivery partner, including quality reviews, governance and delivery reviews.
A background in a regulated or complex service environment e.g. pensions, insurance or financial services is desirable.
Familiarity with design systems and tools e.g. Figma, Adobe, Miro
Hands on experience with analytics, A/B testing and content optimisation tools (Contentsquare, Google Analytics, Kameleoon etc.)
Experience with product and platform roadmap tools e.g. Jira, Monday.com, Confluence and examples of where you have used these.
Analytics and experience of optimisation approach where data informs insight to change/enhance or evolve
Deep understanding of web accessibility standards e.g. WCAG 2.1 AA
Strong working understanding of HTML, CSS with prior experience desirable of writing custom code.
Previous experience of ownership of mobile performance & KPIS in scaled channels
A thorough understanding of research and usability testing tools and methods


Personal attributes
	

	

	A strategic thinker with a passion for driving customer centric mindset, with strong appreciation for mobile experiences and design best practices. Highly collaborative, leading through influence and expertise rather than hierarchy able to build strong relationships and promote trust. An engaging communicator who can communicate with a range of stakeholders in a compelling and confident way. Confident decision maker able to function in a changing environment, and comfortable prioritising competing demands or making trade-offs
Curiosity and a forward thinking, seeking to push boundaries and keep pace with developments in mobile design. 



Differentiators
	

	

	


Working pattern
	This section allows you discuss about flexibility allowed for the role.

	

	<Insert text>


Grade Descriptor
	Insert high level grade descriptor.
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