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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
	

	

	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 channels. 
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 b2c domains, prioritising features and owning the product roadmap. Our service design team focus on end-to-end journeys and service interaction contributing to a cohesive experience. UX & UI designers turn insights into accessible, user-friendly interfaces. Business analysts define requirements and identify opportunities to improve. 
We focus on delivering meaningful, easy-to-use experiences for our members, employers, and partners—driven by a product-led mindset.

Customer Experience sits among a wider Customer team consisting of Propositions (b2b & b2c) and Brand and Marketing where it is our role to bring our propositions and brand to life in our customer experience delivery. Alongside our internal teams we have a strategic delivery partner that provides our scheme administration services. This means the transactional engine, digital interfaces, back-office processing and our customer contact support centre, as well as both collecting contributions and paying out benefits to our customers.

We have three teams within the Customer Experience team split across two product teams and a service design team. The product teams own the development of products and services in two key domains; our member (b2c) and employer & third-party ‘connectors’ e.g. accounting, payroll providers through a b2b channel. Our service design team supports both product teams with design, and evolution of our service design and driving our continuous evolution of our experience design.


The role
	

	

	We are looking for a Service Design Lead to shape end-to-end services with strategic thinking and human centred design approach. You will work closely with design, product, propositions and technology teams and lead service design in complex problem spaces bringing clarity to complexity and ensuring services are human centred, coherent and operationally viable. You will own the design of end-end customer journeys and web platform experience strategy across our public area website and member portal. You will ensure that we deliver consistent and differentiated experiences whilst enabling our product teams to deliver value through our digital channels. 


Scope and deliverables 
Accountability
	

	

	Clear articulation of service design vision, principles and design intent to shape customer experience
Own end-to-end service strategy and customer journey design process 
Embed human-centred and evidence-based design thinking approach into our decision making, design process and product delivery
Ensure coherent customer and brand experience across multiple touchpoints
Drive strategic service design, and contribute to the evolution of our design practice and design excellence


Deliverables
	

	

	Analyse, define and improve end-to-end customer journeys based on customer and business insights
Develop and lead the service design strategy to identify opportunities for service improvement and innovation
Produce and own end-to-end journeys, service blueprints and user flows across our public website and member portal for as is and to-be state
Ensure product development and service creation is in line with our design principles and service vision
Collaborate with cross-functional teams in Product, Research, Design, Tech, Marketing and Proposition to deliver joined up, customer-centric solutions that address real user needs
Design and facilitate workshops to align stakeholders, develop ideas and concepts, and influence decisions
Create storyboards and prototypes to communicate design concepts and end-to-end service solutions
Create performance metrics and dashboards that demonstrate service impact and service effectiveness
Build continuous improvement plans and recommendations based on design audits & service evaluations Support the wider design team in developing better processes and elevating design maturity 


Relationships and autonomy
	

	

	Reporting into the Head of Service Design, and closely working with our proposition and brand teams to ensure cohesive approach to the translation of our brand, customer strategy, principles and proposition
Supporting the product teams to ensure that end-to-end experience is aligned to our design framework
Leading the design handoff process, and ensuring that our design intent and decisions are understood and considered with regards to our strategic delivery partner while translating design into build and delivery


Role requirements
Experience and technical skills
	

	

	Significant experience leading and delivering service design and product design preferably within a regulated business or design agency/consultancy supporting a regulated business
Strong service design and systems thinking ability to design across people, process, policy and technology
Ability to translate insight into practical and deliverable customer and business outcomes 
Strong understanding of end-to-end service design and use of relevant tools and best practices e.g. Figma, Adobe XD, Miro
Familiarity with customer service platforms e.g. CRM systems and operational platforms
Understanding of multi-channel service delivery and omnichannel customer experience 
A portfolio of work that demonstrates the applying HCD methods that drive measurable outcomes 
Knowledge of accessibility, inclusive design and design standards and examples of applying this to your work


Personal attributes
	

	

	Creative thinking with a can do attitude
Collaborative leader and facilitator who can build consensus among stakeholders with competing priorities
Empathetic approach to understanding both customer and business perspectives in service delivery
Ability to apply a ‘think next need’ to your work
Engaging communicator and storyteller
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