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Job Description
	




	Job Title: 
Lead Service Designer
 
	Service Area and Team: Retrofit Enabling Services (RES)Team


	Grade: F
	Post Number and evaluation number: 

	Date last updated: 20thJanuary 2026


	Reporting to: Retrofit Strategy and Services Director
	Responsible for: User Researcher, Service Designer


	

	Our Values: 

Trust Through Collaborations - We believe collaboration helps us learn, grow, and explore new ideas – giving us the confidence to experiment, be creative, and deliver a real impact. We foster a culture of trust where open, honest conversations are valued and it’s safe to challenge. 
Rooted in respect - We respect the different cultures, backgrounds, and perspectives represented within London Councils, our partners, and all who live and work across London’s boroughs. We create space for every voice to be heard and valued. We call out current, historic, and systemic prejudice, seek out different views, and act with integrity to achieve fairer, more equitable outcomes
Driven by Purpose - We are driven by our individual and collective purpose to make London a better place for everyone who lives in, works in, or visits the city we’re proud to call home. Our commitment to making a positive, meaningful, impact across all London boroughs and communities shapes our actions and guides our decisions.
Equality and Diversity - We are committed to and champion equality and diversity in all aspects of employment with the London Councils.  All employees are expected to understand and promote our Equality and Diversity policy in the course of their work

Health and Safety - Adherence to health and safety requirements and proper risk management is required from all employees in so far as is relevant to their role.  All employees are expected to understand and promote good health and safety practices and manage risks appropriately.




	London Councils Behaviours:
Trusted through Collaboration - How we demonstrate this Value (behaviours):
· We create trusting relationships where we value feedback and it’s safe to challenge, and we treat sensitive information with respect
· We are transparent, accountable, and open in how we work with each other, our members, and our partners
· We communicate clearly and openly, ensuring information flows freely across all levels and functions, so everyone feels included and valued
· We learn, develop, and innovate through our collaborative approach – sharing our knowledge to deliver better outcomes
Rooted in Respect - How we demonstrate this Value (behaviours):
· We engage respectfully, by listening actively and responding thoughtfully, recognising the value in others’ contributions and feedback
· We embed equity and equality in our decisions, processes, and daily actions
· We challenge bias and remove barriers to fairness and inclusion, recognising that fairness requires addressing unequal starting conditions
· We create a welcoming, inclusive environment where everyone feels they belong
Driven by Purpose - How we demonstrate this Value (behaviours):
· We work together to maximise our personal and collective impact
· We listen carefully to our members, communities and partners, making sure their needs shape our 
shared goals
· We adapt quickly and learn continuously to continue delivering meaningful change
· We stay united and focused, even when priorities shift and challenges emerge





Overall, Purpose of Job: 
The Lead Service Designer will lead the development, delivery, and continuous improvement of user-centred services across Warmer Homes London. The role will ensure that a test and learn approach supports the effective coordination of large-scale retrofit delivery across London, by scoping and delivering design, pilots, and implementation projects that improve how retrofit gets coordinated and delivered across London. This will involve strategic collaboration with local authorities, landlords, residents, contractors, and community energy groups. The postholder will be responsible for shaping service design approaches funded from the c£3m WHL commissioning budget that enhance the resident experience, improve efficiency for delivery partners, and ensure services are viable, scalable, and aligned with organisational and stakeholder objectives. 
A key function of the role is to embed a test-and-learn culture across Warmer Homes London, enabling interdisciplinary teams to adopt iterative, evidence-based ways of working. The postholder will lead on the scoping and delivery of projects that include prototyping, experimentation, and evaluation to inform service development improvements, while building organisational capability in service design and user-centred practice. They will provide strategic insight and direction across the wider-London retrofit ecosystem to help translate successful pilots into scalable delivery models, ensuring that Warmer Homes London delivers retrofit services that are effective, inclusive, and sustainable

Key Responsibilities:
· Leadership & Strategy
· Define and champion the organization's service design and test–learn–scale strategy, aligning it with business objectives and user needs while inspiring colleagues and senior leaders to drive lasting system change.
· Work with the Senior Leadership team to shape, build and embed an organisational culture across WHL and its partners (London Councils, GLA and 31 London Boroughs) that is a truly service-oriented, human-centred approach built on continuous improvement
· Act as a thought leader, advocating for the deployment of human-centred, end-to-end service design within retrofit grant programmes, national and regional funders and strategic partnerships.

· Design & Delivery
· Oversee the design and delivery of products and services, ensuring they are accessible, inclusive, efficient, and meet user needs.
· Help scope, prioritise and mobilise projects, drawing on existing organizational priorities, capabilities, constraints, and knowledge
· Lead cross-functional teams through the full-service design lifecycle—from discovery to prototyping, piloting, and scaling to agreed timescales and budget.
· Ensure decisions are grounded in qualitative and quantitative insights and evidence, with experimentation at the core of delivery.
· Provide regular progress reporting to senior governance bodies against agreed KPIs to support confidence by WHL’s governance systems in the value for money and impact of the organisation

· Embedding Test-and-Learn Culture
· Evolve initial frameworks, playbooks, and practices for iterative design, rapid experimentation, and learning loops.
· Partner with internal teams such as retrofit services development, operations, and business teams to integrate test-and-learn into everyday ways of working in ways that are practical and pragmatic given available resources and other delivery priorities.
· Work closely with the Programmes and Partnerships team and external partners to deploy improved processes and collect feedback from the field
· Lead high-performing teams, developing strengths in prototyping, research, facilitation, and systems thinking. Foster safe-to-fail experimentation to drive continuous learning and improvement.
· Develop training, communities of practice, and knowledge-sharing forums to spread test-and-learn capability.

· Stakeholder Engagement & Influence
· Build strong relationships with senior leaders and stakeholders, fostering trust and alignment around shared goals, modelling positivity, pragmatism, and empathy.
· Influence external senior leaders and stakeholders to embrace user-centered and iterative approaches.
· Work with the Communications and Engagement Manager to communicate the impact of Test and Learn through compelling storytelling, metrics, and case studies.
· Partner with data, insights, and technology teams in partner organisations to ensure learnings are embedded in decision-making.

· Sector, Partner and Community Engagement 
· Drive and influence a culture of test-and-learn externally across the sector by convening and collaborating with key stakeholders (e.g. Heads of Service in boroughs) to provide strategic guidance and practical support for effective implementation.
· Maintain oversight of test-and-learn initiatives taking place across boroughs and partner organisations, facilitating the sharing of insights, learnings, and successful approaches to build a culture
· Position WHL as a Test and Learn champion - foster and lead a community of practice across boroughs and stakeholder entities to promote collaboration, continuous improvement, and knowledge exchange in test-and-learn methodologies.

· Line manage up to 2 direct reports 
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Personal Specification

	Job Title: Design Lead
	Service Area: Retrofit Enabling Services (RES)Team 


	Grade: F

	Post Number/Evaluation number:  

	Date last updated: 20th January 2026

	Reporting to: Retrofit Strategy and Services Director
	Responsible for: User Researcher, Service Designer




	



	IMPORTANT INFORMATION FOR APPLICANTS

	The criteria listed in this Person Specification are all essential to the job.  Where the Method of Assessment is stated to be the CV and/or sifting questions, your application needs to demonstrate clearly and concisely how you meet each of the criteria, even if other methods of assessment are also shown.  If you do not address these criteria fully, or if we do not consider that you meet them, you will not be shortlisted.  Please give specific examples wherever possible.



	EQUALITY AND DIVERSITY

	We are committed to and champion equality and diversity in all aspects of employment with the London Councils.  All employees are expected to understand and promote our Equality and Diversity Policy in the course of their work.


	PROTECTING OUR STAFF AND SERVICES

	Adherence to Health and Safety requirements and proper risk management is required from all employees in so far as is relevant to their role. All employees are expected to understand and promote good Health and Safety practices and manage risks appropriately.

















	
CRITERIA- Essential

	
METHOD OF ASSESSMENT

	
KNOWLEDGE and EXPERIENCE

· Significant experience leading user-centred service design and continuous service improvement in complex organisations
· Evidence of delivering implementation leading to real outcomes within an organisation focused on modernising public services 
· Evidence of prioritisation and making difficult choices based on existing knowledge, cost, benefit, feasibility and resource constraints 
· Proven experience embedding test-and-learn methodologies (e.g. rapid prototyping, A/B testing, pilots, iterative rollouts), particularly in environments and teams that have never used these methodologies
· Track record of leading cultural change and influencing senior stakeholders to adopt new ways of working and drive systems change.
· Experience leading multidisciplinary teams through matrix management with a focus on capability development.
· Demonstrated ability to translate user insight and data into actionable service improvements.
· Understanding of agile delivery methods and their integration with service design.
· Knowledge of inclusive, accessible, and ethical design practices.




	
Sift Questions/Interview and/or
Anonymised CVs 



	
SKILLS and ABILITIES

· [bookmark: _Int_n1CNej3F]Excellent coaching, and people development skills.
· Ability to communicate complex concepts clearly and persuasively to senior stakeholders.
· Confident in using both qualitative and quantitative data to inform decisions.
· Adept at balancing strategic vision with hands-on delivery.
· Strong relationship-building and influencing skills across multiple functions.
· Pragmatic and action-oriented approaches
· Navigate complex organisational dynamics, governance structures, and political sensitivities with confidence and diplomacy.
· Act as a strategic storyteller and influencer, using evidence, data, and narrative to reframe risk and create momentum for collaborative, iterative ways of working.
· Commercial outlook with track record of evolving financially viable service propositions
· [bookmark: _Int_FFkn2Nui]Prioritise effectively to focus effort where it will have the greatest long-term impact, while managing competing demands and limited resources.

	

Sift Questions/Interview and/or
Anonymised CVs



	DESIRABLE CRITERIA
· Experience in a regulated or complex industry (e.g. housing, financial services, healthcare, local government).
· Understanding of net zero pathways in the built environment
· Understanding and experience of the multiple tiers of London government
· Experience developing organisation-wide frameworks, toolkits, or playbooks for design and continuous service improvement.
· Strong external network within the service design and innovation community.

	
Sift Questions/Interview and/or
Anonymised CVs
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