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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 contirbuting 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.


The role
	

	

	We are looking for a UX writer to shape human, coherent, and consistent content across our products and services in alignment with our brand and marketing.
You will write and craft clear, concise and user-centric content that enhances the customer experience and creates consistency across our products and channels.​
You will work closely with our service and product designers and product owners to ensure consistent, accessible and engaging messaging across all member touch points. 



Scope and deliverables 
Accountability
	

	

	Craft clear, concise, and user-centric copy for interface elements (buttons, menus, error messages, notifications, onboarding flows)
Work closely with designers to embed effective copy from concept through to implementation
Champion plain language, inclusivity, and accessibility in all written content
Establish content governance standards supports our delivery partner in adhering to these standards across all our customer touchpoints


Deliverables
	

	

	Develop and set the stand of a consistent voice, tone, and terminology throughout the product holding our delivery partners to account on delivery and quality or our TOV
Create content frameworks, micro copy guidelines, and messaging style guides
Conduct content audits to spot and address inconsistencies or confusing language
Working closely with our service design team to create a cross-channel content strategy ensuring consistent messaging across our web, mobile, email and customer service teams
Create documentation that supports scale and consistency across teams
Liaise with legal, compliance, and brand teams to ensure content is accurate and aligned


Relationships and autonomy
	

	

	Working closely with our product owners, service and product design teams
Partnering with our user researcher and Data and Customer Insight (DACI) team to ensure data and insight is driving and informing our decision making process and content strategy
Aligning to our brand and marketing teams to create consistency across our user-copy and brand and marketing work


Role requirements
Experience and technical skills
	

	

	Proven experience as a UX writer, content designer or similar role
Strong portfolio demonstrating expertise in creating user-centric content and Tone of Voice ​
Ability to translate the complex into simple, inclusive and accessible language


Personal attributes
	

	

	Clarity and Conciseness: Ability to craft sharp, clear, and concise copy that guides users effortlessly without confusion.
User Empathy: Deep understanding of users’ needs, emotions, and contexts to create content that resonates and supports their journey.
Collaboration: Works well with designers, developers, product managers, and other stakeholders to integrate content seamlessly into the user experience.
Adaptability: Flexible in tone, style, and format to suit different user segments, devices, and contexts.
Attention to Detail: Focus on accuracy, consistency, and coherence in all micro-copy elements like labels, error messages, and instructions.
Strong Communication: Able to clearly explain content decisions and write copy that aligns with both design and functional requirements.
Creativity: Skilled at solving problems with words and finding innovative ways to enhance user understanding and engagement.


Differentiators
	

	

	<Insert text>


Working pattern
	

	<Insert text>


Grade Descriptor
	

	<Insert text>





	
	2 of 8




	Nest
	4 of 7



image1.emf

image2.emf

