

	



	Technical Analyst


	Department:  Service Delivery

	Directorate:   Service and Solutions
Grade:            2T


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 programme, with a public service obligation (PSO) to accept any employer wishing to use the scheme to discharge their automatic enrolment duties. 
From a standing start, we have delivered a high quality, low cost pension scheme, open to all, which has not only delivered on its mission, but helped to drive up standards and best practice across the industry. Now with over 6 million members, Nest is playing a critical role in helping people save for their retirement many of them low to moderate earners who may be saving for the first time and moving jobs frequently. 
Nest now occupies a place in the market as a major Master Trust, a sector that has grown following the introduction of automatic enrolment and that we believe has great potential for delivering pensions to mass market consumers for many years to come, leveraging scale to offer low cost, modernised services in the context of strong Trustee governance. 
To best serve our diverse customer base, 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 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.
Scope and deliverables
	Key areas
	Role deliverables

	Accountability
	Supporting the IT approach to the running of the Nest scheme
· Support the review of information provided by the Scheme Administrator to help monitor service performance and operational effectiveness.
· Work with the Nest incident manager and wider team to track incidents, defects, and follow-up actions affecting the customer experience.
· Assist with monitoring patches, upgrades, and planned technical changes, highlighting risks and escalation points where required.
· Help prepare structured reporting on service risks, technical issues, and improvement opportunities for review by senior colleagues.
· Act as backup to the Incident and BCDR Manager, supporting the end-to-end management of incidents, problems, and changes to ensure service continuity and operational resilience.
Supporting Nest corporation
· Support the Senior Technical Service Delivery manager in technical service queries from internal teams and help coordinate responses with the appropriate colleagues.
· Support coordination between Nest Corporation IT Service Management and the Scheme Administrator on initiatives affecting service delivery.
· Support updates to operational, technical, and compliance-related documentation as needed.
· Assist with supplier coordination activities, including monitoring renewals, service actions, and contract-related queries.
· Provide support to transition and change activities by helping gather information, track actions, and maintain technical documentation.
Governance support
· Support preparation for governance forums and change meetings by collating technical information, actions, and supporting materials.
· Attend governance and service meetings as required to provide updates, capture actions, and support follow-up activity.
· Assist with tracking agreed actions, technical changes, and service obligations relevant to the role.
First line information security support
· Assist with reviewing risks, controls, and security-related actions, escalating concerns to senior colleagues where appropriate.
· Support information security governance activity by preparing inputs, tracking recommendations, and helping maintain supporting records.

	Deliverables
	· Provide day-to-day technical and operational support across service delivery activities.
· Assist with incident tracking, issue resolution follow-up, and escalation of support concerns where required.
· Prepare routine reporting and supporting materials for internal governance and service review meetings.
· Support supplier and third-party service coordination by monitoring actions, renewals, and service-related queries.
· Contribute to technical reviews, documentation updates, and follow-up actions to help maintain service quality and operational continuity.

	Relationships and autonomy
	· Reporting to the Senior Technical Service Delivery Manager.
· Working with an appropriate level of autonomy in day-to-day support activities, with escalation and direction available where needed.
· Supporting regular interaction with colleagues across NEST and TCS, helping to maintain effective working relationships.
· Contributing as an effective member of the service delivery team and working collaboratively with others to complete agreed activities.
· Building positive working relationships with the Scheme Administrator at both working and senior levels to support delivery of team objectives.


Role requirements
Experience and technical skills
· The employee will be able to demonstrate the following experience and technical skills:
· Experience of working with IT systems that support front office and back-office operations, ideally within the Pensions industry, Financial Services, or another large and complex operational environment.
· A sound understanding of one or more of the following, gained through previous experience in a business or service environment:
· Customer operations
· IT systems performance
· IT operations
· Supplier or customer support coordination
· Technical documentation or support for solution design activity
· Ability to help identify, investigate, and follow up issues within a complex IT environment, escalating where appropriate.
Personal attributes required 
· The role will require someone with the following personal attributes:
· Able to understand and work with complex IT systems owned and supplied by a third party.
· Comfortable working with a range of stakeholders and building effective day-to-day working relationships.
· Able to review information in different formats and identify what is relevant or requires follow-up.
· Experience of working with off-shore service providers is an advantage.
· Able to support trend analysis and use insight to help highlight risks, service issues, and improvement opportunities.
· Motivated, reliable, and resilient in a busy service environment.
· A clear communicator with good written, verbal, and listening skills.
· Able to recognise when issues need escalation and respond in a timely and appropriate way.
· Able to understand the wider context while also paying attention to detail.
· Organised and able to manage routine tasks and priorities effectively.
Education, qualification, and professional membership requirements
The candidate is likely to be degree educated but the right experience and skills are more important than educational achievement
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