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Senior Service Designer 
	Job Level
	4
	Kornferry Function
	

	Directorate
	UK Operations
	Function/Service
	Crisis Response and Community Resilience 

	Direct Reports
	0
	Indirect Reports
	0



Diversity is something we celebrate, and we want you to be able to bring your authentic self to the British Red Cross. We want you to feel that you are in an inclusive environment, and a great position to help us spread the power of kindness. You can read more about Equity, Diversity & Inclusion (EDI) at the British Red Cross - RedRoom here.

	Purpose
	The Senior Service Designer will lead on the design of strategically important services and products within the Crisis Response and Community Resilience department. Working closely with staff, volunteers and service users to embed the voice of the user into the heart of our work, to meet (and exceed) increasing and changing expectations. 

The role will work with a range of colleagues across the organisation by defining, designing and developing key, complex services within our work in the UK.


	Budgetary responsibility/
accountability
	N/A
	Accountability for other resources
	N/A

	Key Responsibilities (max 4 headings, with a max of 6 bullets per heading)

	Service Design
· Work with the service area to define and re-design strategically important services and products, within a complex and rapidly changing external environment. 
· Work with others to identify opportunities for improvement and efficiency within existing services.
· Understand the existing support system of a service and design targeted improvements to that system to accommodate the new service - both digital and process based. 
· Rapidly build and test prototypes that help people in crisis. 
· Act as the user advocate during the research, design and development process, subjecting early-stage designs to usability testing or expert review and offering implementation suggestions from a user-centered perspective. 
· Research and understand user needs, and use these to inform strategically significant decisions and to create rational user journeys.



Communication & Engagement
· Ensure delivery of excellent services by creating an enabling environment for good design to happen, including facilitating difficult conversations and decisions with senior stakeholders. 
· Understand the breadth of user, business and technical needs and communicate these effectively to different audiences.
· Support the team in defining and implementing Agile working practices, remaining flexible to respond to what is and isn’t working.
· Work closely with internal teams and third-party agencies to deliver sustainable and scalable services and to ensure that these meet users and organisational need
· Coach and mentor other members of the team and colleagues in other departments on what design is and the value it adds.



The responsibilities described are not a comprehensive list and additional tasks may be assigned from time to time that are in line with the level of the role.

	Knowledge & Skills
*Mark Essential with a * (max 6*)
Desirable max 3
	· * Demonstrable knowledge and passion for innovation (including user insight, design thinking, lean start-up, rapid prototyping, agile delivery) 
· * Ability to storyboard and design services / products 
· * Ability to work quickly in an agile environment, navigating difficult conversations to facilitate decision making 
· * Be able to simplify complex issues, find clever solutions and to help shape our approach, structure and ways of working 
· * Ability to interpret and explain research / ideas in a way that other people understand 
· Strong business acumen, ranging from strategy, to marketing, to finance 
· Knowledge of AA accessibility guidelines 


	Experience
*Mark Essential with a * (max 6*)
Desirable max 3
	· * Proven experience of innovation, product or service development and designing customer-focused propositions in a range of contexts 
· * Demonstrated experience of service delivery in high-pressure, rapidly evolving environments, with proven ability to design and improve services that support vulnerable communities, coordinate with multiple stakeholders, and embed user-centred approaches in complex operational contexts.
· * Strong record of managing a range of stakeholders 
· * Experience of rapid prototyping using a variety of tools and methods 
· * Experience of working in an agile team, engaging with different teams and managing varying requirements 
· * Experience of designing services to remove complexity and creating and working with design patterns 
· * Sound experience of conducting user research 
· Experience of upskilling others on design thinking and agile 
· Experience of the full product / innovation lifecycle 


	Additional requirements
	· Occasional travel to team meetings in various UK locations





	Pre Engagement Checks
Highlight bold as required
	

	DBS- England & Wales
	Adult & Child Workforce

	PVG- Scotland
	Adult & Child

	Access NI- Northern Ireland
	Vulnerable Adult & Child

	Driver Check
	No
	

	International Roles Only
	

	International Police Check
	Yes/No

	International Driving Licence for manual cars
	Yes/No



	Role Reference
	
	Review Date
	



We guarantee an interview to disabled candidates (as defined in the 2010 Equality Act), who meet the minimum shortlisting criteria in the advertised person specification and apply under the disability confident scheme.
image1.png




