

CCDG Job Specification
	Job Title:
	Service Designer


	Created on:
	28 May 2026


	Reports To:
	Director of Transformation and Resources


	Division:
	Infrastructure


	Overall Purpose of Role:
	To lead on designing and improving end-to-end services that meet user needs and organisational objectives, ensuring they are practical, inclusive, bilingual and aligned to agreed standards. The role works across policy, process, content and technology to create service journeys that are evidence-based, accessible and deliverable, while supporting the current and future wellbeing of people in Wales.

The postholder will line manage a business analyst who will support them to deliver strategic and operational change across services, systems and ways of working. 



	Education/Qualifications/Specific Training - essential
	Relevant degree or equivalent professional experience in service design, digital design, user-centred design or a related discipline. 

Evidence of continuing professional development in service design methods and practice.


	Education/Qualifications/Specific Training - desirable
	Formal training or certification in service design, design thinking, agile delivery, accessibility or government digital standards.

Relevant accredited management qualification or evidence of having attended relevant management courses.

Welsh language skills.

	Knowledge/Skills/Experience
(*=essential)
	* Experience of leading the design and improvement of complex end-to-end services across multiple channels.

* Strong understanding of user-centred design methods, with the ability to translate research, insight and evidence into practical service improvements.

* Experience of producing and using service design artefacts such as service blueprints, journey maps and ecosystem maps.

* An effective leader, with the skills to motivate and empower their team to achieve and maintain a high performance culture.

* Ability to work effectively within multidisciplinary teams and contribute to agile delivery, leading discussions with credibility.

* Strong facilitation and stakeholder engagement skills, including with subject matter experts and senior colleagues.

*The ability to contribute effectively and assertively as a member of the management team.

*An effective approach to managing people, demonstrating an appropriate balance between empowerment, support and assertiveness, sharing knowledge and supporting the development of team members.

* Communicating design rationale and insights to stakeholders at all levels

* Ability to balance user needs, business priorities, operational realities and technical constraints.

* Understanding of inclusive, accessible and bilingual service design, including designing Welsh and English services from the outset.

Welsh language skills or a willingness to develop confidence in supporting bilingual services.

Experience of working to recognised public sector or digital service standards is desirable.



	Behavioural Traits

	Collaborative and inclusive; curious and insight-led; an active and thoughtful listener; adaptable and comfortable with ambiguity; proactive and outcome-focused; confident in constructive challenge; organised and able to prioritise effectively; committed to public value in the Welsh context; and dedicated to continuous learning and improvement.


	Key Inputs:
	Key Outcomes:

	1. Strategic thinking, problem solving and communication
	· Complex issues are analysed and translated into clear service opportunities and options.
· Design concepts and recommendations are communicated effectively to different audiences, with robust communication maintained at all stages of development across the company to support shared understanding, engagement and effective delivery.
· Contribute to transformation strategy and road mapping with strategic objectives being reflected in service proposals and prioritisation decisions
· Define future-state service models and operating approaches.

	2. Service design and end-to-end journey mapping
	· Clear current and future service journeys are developed for priority services.
· Pain points, gaps and dependencies are identified and translated into practical improvements.
· Analysis of current and future state services, processes and customer journeys to support redesign and improvement are overseen.
· Service blueprints and related artefacts support shared understanding and decision-making.
· Service designs reflect user needs, operational realities and organisational priorities.

	3. User insight, evidence and research findings
	· Design decisions are informed by robust user research and service performance evidence.
· User needs are clearly articulated and prioritised within service proposals.
· Opportunities for improvement are validated through testing, feedback and iteration.
· Recommendations are evidence-based and support better outcomes for users and the organisation.


	4. Collaboration with multidisciplinary teams and stakeholders
	· Shared understanding of problems, opportunities and priorities is built across teams.
· Workshops and co-design activity support effective service design decisions.
· Stakeholders are engaged constructively and understand the rationale for design choices.
· Design activity is aligned with delivery plans, business needs and technical feasibility.

	5. Standards, accessibility and continuous improvement
	· Services are designed in line with agreed standards, policies and good practice.
· Welsh and English language needs are considered from the start of discovery, design and testing activity.
· Accessibility and inclusive design considerations are reflected in service proposals and artefacts.
· Learning from testing, delivery and feedback is used to refine services over time.
· The role contributes to improving service design practice, tools and ways of working.

	Health and Safety Statement
	Every employee has a responsibility under the Health and Safety at Work Act to:

· Comply with the Health and Safety Policy, the Health and Safety Management Plan and all company safe work practices
· Ensure the safety of themselves and others in the workplace
· Immediately report any unsafe condition, dangerous occurrence or injury to their line manager
· Ensure they are able to competently and safely perform any work they undertake
· Co-operate with the Company on all matters of health and safety
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