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Service Designer

[bookmark: _Toc10532019]
	Job title:
	Service Designer

	Department:
	Transformation 

	Location:
	Remote – Homebased with regular travel

	Reporting to:
 (job title only)
	Head of Business Integration

	Direct reports:
 (job title only)
	No

	Accountable to: 
(where applicable)
	Director of Transformation

	Responsible to:
(where applicable)
	Head of Business Integration

	Job purpose:
	The Service Designer will be responsible for designing, improving, and governing end-to-end services that deliver value to customers, patients, and the organisation. This role integrates service design with operational excellence, behavioural science, Process Management, Business Analysis, and data-driven continuous improvement. 
The Service Designer will work across both transactional services and relational services, ensuring services are effective, efficient, equitable, and resilient.

	Role and Responsibilities:
	Service Design & Improvement
Understand needs, frame problems, explore options, and iteratively design services grounded in evidence and learning.
Understand problem contexts, surface assumptions, define system boundaries, and manage plural perspectives in simple, complicated, and complex domains.
Select and combine appropriate methods (hard, soft, and critical) based on the nature of the service problem and complexity context.
Design and redesign end-to-end services across digital, physical, and human touchpoints.
Capture/utilise and embed Voice of the Customer (VoC) insights
Develop and maintain service designs across channels, roles, and time.
Produce and use methods and techniques that connect customer experience with operational processes, technology, roles, and controls.
Design service processes, using appropriate forms of process modelling, including BPMN.
Translate user needs, organisational goals, and operational constraints into a coherent Service Architecture and operating model.
Process Design, Technology & Business Analysis
Design, document, and govern end-to-end processes using Corporate Process Management principles and standards.
Ensure alignment between service design artefacts and formal Process Architectures.
Apply appropriate techniques to visualise and optimise the flow of value across organisation.
Design services with a clear understanding of technology enablers, including workflow automation, case management systems, booking platforms, and AI solutions.
Collaborate with digital and technology teams to ensure service designs are technically feasible, scalable, and ethically appropriate.
Apply appropriate techniques to improve flow, reduce waste, and manage variation across service value streams.
Ensure that automation and technology support service intent, professional judgement, and relational quality.
Continuous Improvement & Performance Management
Establish and use Statistical Process Control (SPC) and other quantitative methods to monitor service performance and variation.
Define key service metrics (e.g., demand, throughput, quality, failure demand, customer effort, satisfaction, equity).
Use Voice of the Customer and other CEM inputs to identify improvement opportunities and prioritise initiatives.
Embed continuous improvement practices into service teams and operational routines.
Combine qualitative insight (user research, staff insight) with quantitative performance data to guide decision-making.
Stakeholder Collaboration & Change
Work closely with business owners, operations, policy, data, technology, architecture, and clinical teams.
Facilitate workshops and design sessions.
Communicate service designs clearly using appropriate models, maps, narratives, and evidence.
Support change implementation, including piloting, scaling, adoption, and benefits realisation.

	Skills & Competencies
	Core Skills
 Design Thinking and human-centred problem solving
 End-to-end service design and systems integration
 Customer Journey Mapping and experience modelling
 Service Blueprinting
 Process Modelling
 Corporate Process Management and process governance
 Value Stream Mapping
 Understanding of cross-functional organisation architectures
 Understanding of service-enabling technologies, including workflow automation, case management, booking systems, integration platforms, and AI
 Behavioural insight and influence-based design
 Customer Experience Management
Analytical & Improvement Skills
 Use of SPC and quantitative monitoring of service performance
 Demand analysis and service performance modelling
 Evidence-based decision-making
 Benefits tracking and outcome measurement
Design & Facilitation Skills
 Practical application of service design, systems thinking, sensemaking, and architectural tools
 Application of behavioural science to service and process design
 Workshop facilitation and cross-functional collaboration
 Ability to surface assumptions, challenge mental models, and make trade-offs explicit
Communication & Influence
 Clear written and verbal communication with technical and non-technical audiences
 Ability to challenge constructively and influence senior stakeholders
 Comfortable working in ambiguous, complex environments

	Equality Diversity & Inclusion (EDI)
	We are proud to be an equal opportunities employer and are fully committed to EDI best practice in all we do.  Vita Health Group has several initiatives in place to achieve this including our Zero Tolerance Policy, Code of Conduct, Freedom to Speak Up Guardians, and more. We believe it is the responsibility of everyone to ensure their actions support this goal with all internal and external stakeholders. 
 Be aware of the impact of your behaviour on others.
 Ensure that others are treated with fairness, dignity, and respect.
 Maintain and develop your knowledge about what EDI is and why it is important.
 Be prepared to challenge bias, discrimination, and prejudice when possible, and raise with your manager, the EDI & Sustainability team, or the Freedom to Speak Up Guardians.
 Encourage and support others to feel confident in speaking up if they have been subjected to or witnessed bias, discrimination, or prejudice.
 Be prepared to speak up for others if you witness bias, discrimination, or prejudice.

	Clinical Governance:
(where applicable)
	

	Training and supervision:
	

	Additional information:
	



Person specification

	
	Essential
	Desirable

	Qualifications
	· Degree or equivalent experience in a relevant field (e.g., service design, operations management, business, engineering, social sciences)

	· Service Design, Service Operations Management, Business Architecture, Customer Experience Management, or continuous improvement certification

	Experience
	· Demonstrable experience applying Design Thinking and CSP in complex service or organisational contexts
· Experience designing and redesigning end-to-end services across digital, physical, and human touchpoints.
· Experience producing customer Journey Mapping and experience modelling
· Experience using systems thinking and business architecture principles to diagnose and redesign services
· Experience developing and using customer journey maps and service blueprints
· Experience aligning service design with process, service, and organisational architectures
· Practical experience applying continuous improvement approaches
· Experience designing or improving both high-volume transactional processes and relationship-based services
· Experience using data and insight to assess performance and guide improvement
	· Experience operating within a corporate or enterprise process management environment
· Experience applying SPC or similar statistical techniques in service contexts
· Background in operations management, service management, or transformation roles
· Experience in public services, regulated industries, or large-scale service organisations

	Personal competencies and qualities
	· Ability to travel occasional to regional offices for workshops and/or in person meetings
	




Version Control

	Owner:
	Human Resources	Review:
	Annually
	Classification:
	1 (Proprietary)

	Author:
	Human Resources	Version:
	V1.1	Status:
	PUBLISHED
	Date Published:
	03/12/2019
	Code:
	TBC
	
	




	Version:
	Date:
	Summary of Changes

	V1.1
	03.12.19
	Document copied onto authorised VHG branded Policy Template (original had no coding)

	V1.2
	06/08/20
	Updated to include diversity and inclusion statement
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