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IN-CONFIDENCE

Lead Service Designer
Transformation Group

Our purpose
We help New Zealanders to be safe, strong, and independent.
Manaaki tangata, Manaaki whānau
Our values
Manaaki: We care about the wellbeing of people
Whānau: We are inclusive and build belonging
Mahi tahi: We work together, making a difference for communities
Tika me te pono: We do the right thing, with integrity
Our commitment to Māori
As a Te Tiriti o Waitangi partner we are committed to supporting and enabling Māori, whānau, hapū, Iwi and communities to realise their own potential and aspirations.
He whakataukī*
Unuhia te rito o te harakeke
Kei hea te kōmako e kō?
Whakatairangitia, rere ki uta, rere ki tai;
Ui mai ki ahau,
He aha te mea nui o te ao?
Māku e kī atu,
He tangata, he tangata, he tangata*
If you remove the central shoot of the flaxbush
Where will the bellbird find rest?
Will it fly inland, fly out to sea, or fly aimlessly;
If you were to ask me,
What is the most important thing in the world?
I will tell you,
It is people, it is people, it is people

* We would like to acknowledge Te Rūnanga Nui o Te Aupōuri Trust for their permission to use this whakataukī 
Position Detail
Overview of position
The Lead Service Designer provides strategic leadership for the design and continuous improvement of services by applying human-centred design approaches, customer insights, evidence, and service performance information to identify and address complex service challenges and opportunities. The role partners with leaders, stakeholders, and multidisciplinary teams to shape service strategies, influence decision-making, and deliver service improvements that enhance customer outcomes and organisational performance.
The role leads the design and delivery of significant service and customer experience initiatives, using research, journey mapping, analysis, testing, and engagement activities to inform strategic service improvements. Through deep service design expertise and a strong understanding of customer and organisational needs, the Lead Service Designer drives the adoption of service design practices, enables evidence-based decision-making, and embeds customer-centred approaches across the organisation.
As a recognised subject matter expert, the role provides thought leadership, builds organisational capability, mentors others, and fosters a culture of continuous improvement, innovation, and collaboration to deliver seamless, effective, and meaningful service experiences that support ministry-wide priorities and outcomes.
Note: This role operates within a practice-based model and will be assigned to different initiatives, programmes, and workstreams based on business needs.
Location
National Office, Wellington 
Reports to
Manager, Service Design
Responsibilities
Key responsibilities 
· Identify and prioritise critical service and experience gaps, partnering with leaders to understand root causes, redesign journeys, and develop improvement roadmaps that enhance customer outcomes and service performance.
· Define, design, and deliver significant service improvements and customer experiences that address complex user needs, drive adoption of service design approaches, and ensure business areas effectively implement agreed service experience strategies.
· Identify and champion opportunities for service design to add value across business priorities, ensuring service design expertise is applied to initiatives with the greatest potential impact on customer, service, and organisational outcomes.
· Lead the planning and coordination of complex customer-facing or service improvement initiatives, contributing implementation insights that inform the ongoing refinement of customer and service experience strategies.
· Facilitate workshops with stakeholders and subject matter experts, guiding structured discussions, achieving alignment on key issues, and producing clear outputs that support informed decision-making and successful delivery of outcomes.
· Provide specialist insights and expertise to shape the development of the business group strategy, embedding the business group priorities within a clear ministry wide context.
· Identify and analyse complex problems to develop effective, evidence informed solutions, applying specialist expertise and sound judgement while strengthening practice through ongoing improvement and innovation.
· Develop and maintain effective stakeholder engagement approaches, identifying key stakeholders, understanding their needs, and designing targeted engagement activities that support alignment, transparency and informed decision making.
· Lead the review and evaluation of practices within a large team. Identify opportunities for innovation and lead others to deliver and monitor improvement initiatives to enhance efficiency and effectiveness.
· Act as a subject matter expert and capability builder, mentoring others, sharing specialist knowledge and fostering a collaborative, high-performance environment that champions the service design work programme and supports continuous improvement and professional growth.
Additional Responsibilities
Embedding Te ao Māori
· Embedding Te ao Māori (Te Reo Māori, Tikanga, Kawa, Te Tiriti o Waitangi) into the way we do things at MSD.
· Building more experience, knowledge, skills, and capabilities to confidently engage with whānau, hapū and iwi.
Health, safety, and security
· Understand and implement your Health, Safety and Security (HSS) accountabilities as outlined in the HSS Accountability Framework.
· Ensure you understand, follow, and implement all Health, Safety and Security and wellbeing policies and procedures.
Emergency management and business continuity
· Remain familiar with the relevant provisions of the Emergency Management and Business Continuity Plans that impact your business group/team.
· Participate in periodic training, reviews and tests of the established Business Continuity Plans and operating procedures.
Skills
Education & Experience
· Tertiary qualification in a relevant discipline or equivalent experience, with extensive experience leading complex service design activities within a transformation environment.
· Significant experience in leading the application of service design methods and tools across complex initiatives, shaping strategic service improvements and ensuring solutions meet customer, business, and organisational outcomes.
· Demonstrated capability to bridge strategy and delivery by translating implementation requirements into actionable service design recommendations and service solutions.
· Confident in communicating and articulating potential resolutions or strategies in a clear, compelling, and tailored manner to address specific challenges or meet organisational needs 
· Significant experience in identifying potential stakeholders, analyse their expectations, and develop strategies for managing stakeholders and their expectations. Confident in influencing and interacting with diverse stakeholders at different levels.
· Demonstrated ability to motivate, mentor, and influence others, fostering capability development, collaboration, and high performance across teams and disciplines.
Behavioural Competencies
Behavioural competencies describe the behaviours and ways of working expected at MSD. They complement role‑specific responsibilities and technical skills and set clear expectations for how work is done. The first four competencies apply to all roles at MSD and the remaining competencies are specific to this role.
Builds Rapport - Relates openly and comfortably with diverse groups of people. This includes recognising even subtle social cues, responding nimbly to others’ needs and preferences, defusing difficult interpersonal situations through tact and sensitivity, and building rapport with ease.
Values Differences - Recognises the value that different perspectives and cultures bring to an organisation. This includes bringing together people with different perspectives, backgrounds, or styles, leveraging the unique capabilities of each, and speaking up when offensive or stereotyping behaviour occurs.
Collaborates - Builds partnerships and works collaboratively with others to meet shared objectives. This includes enlisting a wide range of stakeholders to add value, ensuring people are well informed and surprises are avoided, confronting ‘us versus them’ behaviour, and recognising others’ contributions to shared goals.
Instils Trust - Gains the confidence and trust of others through honesty, integrity, and authenticity. This includes upholding professional codes of conduct, following through on commitments despite competing priorities, and being consistently honest and straightforward.
Communicates Effectively - Develops and delivers multi-mode communications that convey a clear understanding of the unique needs of different audiences. This includes disseminating knowledge, insights, and updates in a polished and compelling manner, demonstrating genuine interest in others’ views, and creating high-quality documents and reports.
Manages Complexity - Makes sense of complex, high-quantity, and sometimes contradictory information to effectively solve problems. This includes examining issues from many angles, developing a deep understanding, cutting swiftly to the core of issues, and skilfully separating root causes from symptoms.
Customer Focus - Builds strong customer relationships and delivers customer-centric solutions. This includes digging deeply into customer feedback, driving innovations that better meet future needs, and adjusting approaches to improve service outcomes.
Strategic Mindset - Sees ahead to future possibilities and translates them into breakthrough strategies. This includes identifying priorities with the greatest strategic impact, taking industry and market trends into account, and exploring future scenarios that may affect the team or organisation.
Delegations 
Direct reports - No
Security clearance - No
Children’s worker - No
Travel – Limited ad hoc travel may be required
Position Description Updated
· August 2026

Working in public service
In the public service we work collectively to make a meaningful difference for New Zealanders now and in the future. We have an important role in supporting the Crown in its relationships with Māori under the Treaty of Waitangi.  We support democratic government. We are unified by a spirit of service to our communities and guided by the core principles and values of the public service in our work potential and aspirations.
Ka mahitahi mātou o te ratonga tūmatanui kia hei painga mō ngā tāngata o Aotearoa i āianei, ā, hei ngā rā ki tua hoki. He kawenga tino whaitake tā mātou hei tautoko i te Karauna i runga i āna hononga ki a ngāi Māori i raro i te Tiriti o Waitangi. Ka tautoko mātou i te kāwanatanga manapori. Ka whakakotahingia mātou e te wairua whakarato ki ō mātou hapori, ā, e arahina ana mātou e ngā mātāpono me ngā tikanga matua o te ratonga tūmatanui i roto i ā mātou mahi. 
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