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	Job Level
	Level 5
	Job reference No.
	

	
	
	Role review
	

	Directorate 
	Internal Services
	Service/Function
	Service Transformation

	Reports to
	Head of Service Transformation
	
	


Scale and scope of role
	Direct reports
	Up to 3
	Indirect reports
	3 Service Designers by matrix management, plus wider design community

	Budgetary responsibility / accountability
	0
	Accountability for other resources
	0

	Reach and impact
	As Design Lead, you will work on British Red Cross service design projects and be responsible for ensuring our users are at the heart of our design and development process. You will also be the lead on principles and approaches to service design at British Red Cross, including bringing together our user centred design community



In addition to formal line management, as described above, the role will also be informally supervised and directed by managers in other parts of the organisation. This will be explained on appointment and kept under review.

Context 
We help anyone, anywhere in the UK and around the world, get the support they need if crisis strikes: connecting human kindness with human crisis.
We enable vulnerable people in the UK and abroad to prepare for and withstand emergencies in their own
communities. And when the crisis is over, we help them to recover and move on with their lives.
We are part of the global Red Cross and Red Crescent humanitarian network. 

Our principles and values 
[bookmark: 30j0zll][bookmark: 1fob9te][bookmark: 3znysh7][bookmark: 2et92p0][bookmark: tyjcwt][bookmark: 3dy6vkm][bookmark: 1t3h5sf]Our values (compassionate, courageous, inclusive and dynamic) underpin everything we do. As a member of the Red Cross and Red Crescent Movement, the British Red Cross is committed to, and bound by, its fundamental principles: humanity, impartiality, neutrality, independence, voluntary service, unity and universality. 

Purpose of the role 

In addition to delivering service design projects, you will lead the implementation and improvement of the British Red Cross approach to Service Design, including:
· Owning our design approach and good practise, ensuring it’s appropriate for our organisational maturity. 
· Assuring the quality of design delivery
· Facilitate and support designers, coaching new joiners and building a vibrant community of designers at British Red Cross.
· Working with key stakeholders to building an enabling environment
· Delivering sustainable and scalable services and ensure that these meet users’ and organisational needs

Main responsibilities
Service Design Approach
· Accountable for the approach and best practice to Service Design at British Red Cross
· Lead on the implementation of Service Design approaches and methods across the British Red Cross to deliver measurable impact
· To be the professional lead of Service Design and coach and mentor colleagues in departments across the organisation on best practice when designing services
· Provide advice and guidance to Service Designers across the organisation on complex issues
· Connect with external partners, organisations and networks on best practice in Service Design
· Establish standard practices for researching and understanding user needs at British Red Cross
· Ensure the user is properly considered at all stages of the product lifecycle

User centred design community
· Connect the Service Designer community across British Red Cross, facilitating ideas for improvement, design crits, sharing learnings and good practice
· Build and maintain a supportive and collaborative user centred design community of practice (including UX/UI, content design and user research disciplines)

Design and delivery of new services and products
· Identify opportunities for improvement and efficiency within multiple or high complexity services
· Support the discovery of identified problems and opportunities linked to the new corporate strategy
· Understand the existing supporting 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
· 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-centred perspective

Stakeholder management, collaboration and communication
· Balance user needs with business objectives, achieving consensus where stakeholders hold competing views or interests
· Lead on new ways of collaborating and foster an open working culture
· Communicate with stakeholders at all levels, facilitating discussions around complex problems and user needs
Leadership Behaviours 
· Authentic, consistent and honest leader.
· Actively listens and allows others to be heard.
· Adaptable to changing needs, pressures and opportunities
· Empowers others based on their skills and expertise. 
· Dynamic, inclusive, compassionate and courageous.
Team Leader
· All team members understand their responsibilities and objectives.
· All resources involving staff are managed in accordance with BRC policies and procedures.
· All staff are kept informed of all relevant organisational plans and updates on development.
· Team ideas and comments are communicated and forwarded appropriately.
Team Member 	
· Actively participates in all team meetings
· Supports other team members
· [bookmark: _Hlk2586502]Work and behaves in accordance with all BRC policies and procedures

[bookmark: _4d34og8]
Criminal Records Check 
Type of criminal record checks required for this role
	England and Wales - Disclosure and Baring Service Check (DBS)

	· None 


	Scotland

	· None


	Northern Ireland 

	· None




Drivers Checks 
	· Required: No



Diversity 
At the British Red Cross, we are looking for the right people to help us provide support to millions of people affected by crisis in the UK. We want our team to reflect the diversity of the communities we serve, offering equal opportunities to everyone, regardless of; age, disability, gender reassignment, marriage and civil partnership, pregnancy and maternity, race, religion or belief, sex, or sexual orientation.
 
	
	
	



	
	
	



Diversity is something we celebrate and we want you to be able to bring your authentic-self to the Red Cross. We want you to feel that you are in an inclusive environment, and in a great position to help us spread the power of kindness.
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	Staff Role Profile Template 
	




	
	Requirement
	Evidenced obtained through Shortlisting (S) Interview (I) or Assessment (A)

	Knowledge and Skills

	Essential
✓✓
	· Demonstrable knowledge and passion for innovation (including user insight, design thinking, lean start-up, rapid prototyping, agile delivery)
· 3+ years of delivering service design projects
· Ability to influence others and work with senior stakeholders to achieve consensus
· Rapid prototyping using a variety of tools and methods
· Be able to explain ideas in a way that other people understand
· Facilitating workshops and other collaborative approaches with multiple stakeholder groups
	S


S

SI


S



SI


SI

	
	Desirable
	> 
Knowledge of trends and best practice in UX
> Business acumen (across the spectrum from strategy, to marketing, to finance) 
	S

S

	Experience

	Essential
✓✓
	· A significant portfolio of work, showcasing product or service development and designing customer-focussed propositions in a range of contexts, including experience creating environments for service design to thrive
· Experience of working in an agile team
· Experience of designing services to remove complexity, and communicating complex problems
· Sound experience of conducting user research
· Experience of creating and working with design patterns
· Experience of establishing and leading the development of a Service Design approach/improving existing service design processes
· Experience of upskilling others on design thinking and agile
	
SI






S

SI



S

S



SI




SI






SI

	
	Desirable
	· Experience of bringing together and fostering collaboration between a range of UCD disciplines
· Working within the voluntary and community sector or public sector
	
S


	Behaviours	

	WORKING COLLABORATIVELY 
· Pro-actively builds collaborative relationships internally and externally. 
· Takes the time to be curious, gets to know others and their perspective, formally and informally. 
· Manages relationships and partnerships for the long term – sharing insights, building trust, constructively and openly tackling conflict in order to agree solutions. 
· Helps others to understand the common ground.

SEEKING INSIGHT 
· Investigates and analyses information. 
· Gathers evidence to build the case for change or resolve issues by analysing relevant information and identifying connections. 
· Investigates problems or situations beyond routine questioning. 
· Finds those closest to the issue and investigates further.
	

	Additional requirements

	Essential
✓✓
	· Ensures inclusive practice and promotes diversity

· Able to respond appropriately and effectively in an emergency situation, responding to the needs of the organisation and audiences.
	

	
	Desirable
	

	



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.
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