
Job Description                                                          
	Post title

	Service Design Lead

	Job Evaluation

	E00173

	Grade

	Grade 11

	Service

	Transactional & Customer Services

	Service area

	Customer Services

	Reporting to

	The post holder will be accountable to the Strategic Manager 

	Location

	Your normal place of work will be Crook Civic Centre, but you may be required to work at any Council workplace within County Durham.

	Disclosure and Barring Service (DBS)

	This post is not subject to a disclosure.

	Flexitime

	This post is eligible for flexitime

	Politically restricted

	This post is not designated as a politically restricted post in accordance with the requirements of Section 1(5) of the Local Government and Housing Act 1989 and by regulations made from time to time by the Secretary of State



Description of role

[bookmark: _Hlk223609820]The Service Design Lead will provide specialist leadership for discovery, service design and future-state operating model development within the Customer Journey Transformation Programme. The post holder will lead evidence-led activity to understand customer needs, behaviours, demand, service outcomes and operational context, using this insight to shape future service models, challenge current ways of working and identify opportunities for transformational change before detailed design and implementation takes place.
Working across services and with programme, operational, digital, analytical and policy colleagues, the role will ensure that future-state design activity considers people, process, technology, policy, data and organisational requirements. The postholder will apply design thinking and systems thinking to test assumptions, explore alternative approaches, bring insight from best practice and emerging technology, and support the development of the council’s future customer operating model.

Duties and Responsibilities

Listed below are the primary responsibilities of the role:
· Lead discovery activity to understand customer needs, behaviours, demand, service outcomes and operational context, using evidence to shape future service models and priorities for change.
· Develop, test and refine future-state service concepts that challenge current ways of working and identify opportunities for transformational change before detailed design and implementation takes place.
· Apply service design, design thinking and systems thinking methods to explore root causes, test assumptions, evaluate alternative approaches and identify the most effective solutions.
· Design future service models that consider people, process, technology, policy, data, organisational requirements and customer outcomes as part of a coherent end-to-end journey.
· Explore the potential application of digital, automation, data, channel and new operating model approaches, ensuring these are driven by customer need, service outcomes and wider transformation objectives.
· Bring insight from best practice, emerging technology, service innovation and public sector transformation to inform future-state options and support constructive challenge.
· Facilitate workshops and collaborative design activity with services, frontline teams, customers where appropriate, and stakeholders to build shared understanding and co-design future-state journeys.
· Work with programme, operational, digital, analytical and policy colleagues to translate insight, evidence and service ambition into practical future-state models and deliverable improvement proposals.
· Support the development of the council’s future customer operating model, ensuring redesigned journeys contribute to wider transformation objectives, service ambitions and measurable benefits.
· Develop and promote consistent service design principles, standards and approaches across the programme, supporting implementation and embedding where appropriate while maintaining a clear focus on future-state design.
The above is not exhaustive, and the post holder will be expected to undertake any duties which may reasonably fall within the level of responsibility and the competence of the post as directed by the Head of Service.
Flexible Working – The post exists to service customers of the council and is therefore important that the hours worked meet the requirements of the public. Consequently, there may be a requirement for staff to operate on a basis providing for late evenings early mornings and weekend opening.


Organisational Responsibilities

Values and behaviours
To demonstrate and actively promote the Council’s values and behaviours, acting as a professional role model and supporting a positive, collaborative and accountable working culture that underpins high-quality service delivery.

Smarter working, transformation, and design principles
To lead and support new and innovative ways of working that improve outcomes, efficiency and customer experience. To apply and promote transformation and service design principles in order to support service improvement, redesign activity and the delivery of organisational priorities.

Communication
To communicate effectively with customers, colleagues, managers, members, partners and stakeholders, and to work collaboratively across organisational boundaries to support joined-up, high-quality public services.

Health, Safety and Wellbeing 
To take responsibility for health, safety, and wellbeing in accordance with the council’s Health and Safety policy and procedures. 

Equality and diversity
To promote a society that gives everyone an equal chance to learn, work and live, free from discrimination and prejudice and ensure our commitment is put into practice. All employees are responsible for eliminating unfair and unlawful discrimination in everything that they do.
 
Confidentiality
To maintain confidentiality and manage information securely at all times, in accordance with data protection legislation and the Council’s policies and procedures relating to information governance.

Climate Change
To support the Council’s responsibilities in relation to climate change by considering and, where possible, reducing the environmental impact of work activities and decisions.


Performance management
To contribute to a culture of continuous improvement and high performance, including participation in the Council’s performance and development processes, and to use evidence and insight to support service improvement and effective decision-making.

Quality assurance (for applicable posts)
To contribute to the development, maintenance and continuous improvement of service standards, using evidence, insight and performance information to support quality, consistency and effective outcomes.

Management and leadership (for applicable posts)
To provide professional leadership within the scope of the role, supporting collaborative working, constructive challenge and continuous improvement. Where required, to support others through change and contribute to the successful delivery of transformational activity and organisational priorities.

Financial management (for applicable posts)
To contribute to the effective use of resources and achievement of value for money, including awareness of financial implications, efficient use of available capacity and support for delivery of agreed savings and service improvement objectives.
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Person Specification

	Attributes
	Essential
	Desirable

	Qualifications






	· Degree level qualification or equivalent relevant professional experience. 
 
	· Evidence of continuing professional development relevant to service design, transformation, improvement, digital delivery or organisational change.


	Experience






	· Experience of leading discovery, service design, customer journey redesign or future-state service model development in a complex organisation.
· Experience of shaping future-state service concepts and operating model options before detailed implementation activity.
· Experience of using customer insight, demand, performance information and operational evidence to challenge assumptions and inform service model design.
· Experience of facilitating workshops and collaborative design activity with a wide range of stakeholders to co-design future customer journeys.
· Experience of working across service, operational, digital, analytical and policy teams to explore alternative approaches and develop transformation proposals.
· Experience of identifying process inefficiencies, failure demand, service constraints and opportunities for improved customer and organisational outcomes.

	· Experience of working within local government or a similarly complex public service environment.
· Experience of supporting digital, data, automation or channel redesign as part of wider service transformation.
· Experience of contributing to business cases, benefits realisation or prioritisation activity.

	Skills and Knowledge 






	· Strong knowledge of service design, design thinking and systems thinking principles, methods and tools.
· Ability to lead discovery activity and use evidence to understand customer needs, behaviours, demand, service outcomes and operational context.
· Ability to develop, test and evaluate future-state service concepts, challenge assumptions and consider alternative approaches before implementation.
· Ability to design service models that consider people, process, technology, policy, data and organisational requirements.
· Strong facilitation, engagement and stakeholder management skills.
· Ability to work collaboratively across organisational boundaries and influence at different levels.
· Strong written and verbal communication skills, including the ability to present complex issues, options and future-state proposals clearly to non-specialist audiences.
· Ability to balance customer need, operational reality, organisational priorities and transformation ambition in redesign activity.
· Ability to manage competing demands and work at pace within a complex delivery environment.
· Good digital skills, including the use of Microsoft Office applications and other tools to support analysis, planning and design activity.
	· Knowledge of local government customer services, transactional services or front-door service models.
· Understanding of digital, CRM, automation or channel management approaches in a service redesign context.
· Knowledge of demand analysis, process mapping, performance measures and benefits tracking.

	Personal Qualities






	· Collaborative and professional approach.
· Outcome-focused, analytical and solution-oriented.
· Able to work constructively through complexity and ambiguity.
· Credible and confident in working with managers, professionals and stakeholders across services.
· Committed to inclusive, evidence-led and resident-focused service improvement.
· Able to challenge constructively and support change positively.
	· Resilient and adaptable in a changing environment.
· Committed to continuous improvement and learning.
· Willingness to work flexibly in line with service and programme requirements.
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