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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
	

	

	Working closely with product, design as well as key stakeholders across proposition and our delivery partner building out and documenting functional and non-functional requirements for new and evolving products and services. Our business analysts will map and document client journeys highlighting pain points and opportunities for improvement. Being able to translate business needs i.e. from the proposition team, into functional requirements on new proposition development and able to implement processes for continuous improvement and delivery of the exisiting propsition and services. 


Scope and deliverables 
Accountability
	

	

	This role sits working within a cross functional product team with a product designers, product owner and service design collectively accountable for the building of new and enhancement of existing products and services that bring measurable value to our members and customers.
Business analysts are accountable for mapping our customer journeys and working closely with the proposition team to translate business needs into clear functional requirements and acceptance criteria. 
Business analyst will contribute to work that focusses on service design and operational excellence to help resolve friction or pain points in our incumbent services and help prioritise and provide insight for process improvement. 
Assisting with testing, validation and acceptance criteria meet our desired outcomes and holding our strategic delivery partner to account for this standard too.
Identify areas of improvement that help inform product delivery prioritisation and need for change.


Deliverables
	

	

	Mapping of customer journeys 
Highlight pain points and create solutions/opportunities for improvement
Support business case development for new products, enhancements and digital transformation initiatives
Provide business insights and data analysis to support decision-making and service optimisation
Support in the development of relevant strategic product roadmaps
Management and development of our user story libraries and acceptance criteria
Documented business requirements
Change impact assessments and support plans for implementation 
Recommendations for ongoing process improvements and efficiency across our experience.


Relationships and autonomy
	

	

	Reporting into the head of Product (either b2b or b2c)
Working with the product team; product owner, head of product and our UX/UI team and our delivery partner TCS.
Collaborating with our colleagues in proposition (b2b or b2c) 
Gathering insight from our Service Design team and our Data and Customer Insight function 


Role requirements
Experience and technical skills
	

	

	Proven experience operating as a business analyst or similarly aligned role
Having worked in a regulated environment, ideally pensions or other financially regulated business
Strong demonstrable experience in occupational or defined contribution pension environment. This could be through compliance, operational or project-based experience.
Experience in service design, user experience or customer journey mapping
Can demonstrate various business analysis techniques including requirements elicitation, process modelling and user story creation
Experience of working in multi-disciplinary teams involving design, technology and business stakeholders
Proficient in agile methodology and use of tools including Visio, Confluence, Jira or similar  
Awareness of risk management and compliance and how to apply this 
Familiarity with UX/UI design tools and methodologies e.g Figma, Sketch, user journey mapping
Experience with customer research methodologies and design thinking approaches


Personal attributes
	

	

	Curious and analytical mindset
Problem solver who enjoys working in a meritocratic environment
Ability to apply a ‘think next need’ 
Strong communication skills with the ability to present complex information to a diverse audience
Can get into the detail but also able to step back and analyse the problem to define the solution


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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