
  

Working with teams to shape and 
design services that deliver ideal 
customer experiences and continuous 
improvement to existing services. 
 
This role brings together all aspects of 
service design and the people, 
systems, process and communication 
flows needed to deliver customer 
experience and improve quality. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Service Designer 

Convening cross-functional teams to critically examine the 
systems, people, processes and communication flows that 
influence human experience 

Communicating insights and data through storytelling in 
ways that the business can understand, providing 
evidence needed to support strategic and operational 
decision making 

Uncovering organisational complexity at macro and micro 
levels 

Taking a culturally-grounded co-design approach,  
connected to people and place, supporting and prioritising 
the world views, experiences and perspectives of Māori 
and Pacific peoples 

Co-creating end to end designs which demonstrate 
incremental touchpoint changes across a service or 
system, ensuring that design outcomes are aligned with 
the voice of humans 

Addressing process simplification across our organisation 
working closely with internal and external teams to achieve 
transformational service changes that reflect the needs of 
all of Tāmaki Makaurau 

Producing visual blueprints that help to identify gaps and 
opportunities within the system to streamline and create 
efficiencies. 

 

Customers, stakeholders and colleagues are the first 
consideration in all the work delivered. 

Achieve greater equity for all Aucklanders by improving access 
and removing barriers to our products and services 

Behaviour clearly demonstrates a customer service and 
continuous improvement focus which is modelled throughout the 
team. 

Effective relationships are established and maintained. 

Opportunities for collaboration are identified, prioritised and 
implemented. 

Service blueprints are customer tested and are aligned with ideal 
future state for customer 

Constraints are easily explained and quantified 

Demonstrated improvement in the quality of systems, people, 
processes and communication flows to support customer 
experience 

Designs are innovative and able to be implemented and scaled. 

Effective techniques are employed to embed change and ensure 
uptake of new ways of working. Stakeholder buy-in and 
advocacy of design solutions. 

High degree of communication and stakeholders are well-
informed. 

Scope, goals and deliverables are defined in collaboration with 
key stakeholders. 

Work is delivered which achieves identified goals and 
deliverables.  



  

  

Customer Experience Design 

20 Viaduct Harbour Ave 

Qualifications 
 
Minimum: 
Tertiary qualification in relevant field. 
 

 

Role Specific Experience 
 
Minimum: 
4 years’ relevant experience in design 
thinking, service design, product design 
or digital delivery. 
Experience being actively involved in, and 
leading, experience design activities. 
Experience of active involvement in 
customer centric change. 
Experience in user testing, customer 
interviews and stakeholder management 
in a large and complex organisation. 
 
Preferred: 
Experience working with Māori and 
Pasifika communities 
Understanding of, and experience with, 
digital technologies. 
 
 

Key Skills 
 

 Facilitation and workshop planning skills. 
 Design Thinking expertise. 

Knowledge of Lean UX and/or Agile methodologies. 
 Understanding of how to drive agile development. 
 Knowledge of and application in design to Tikanga and Te Ao Māori 
 Customer service, marketing and channel management skills. 
 Collaborative work ethic and attitude. 
 Creativity, problem solving skills. 
 Ability to build trust with a wide variety of stakeholders. 
 Exceptional internal and external stakeholder management. 
 Highly organised. Plans and prioritises well and manages time to focus on 

priorities with excellent attention to detail. 
 Action oriented drive. 
 Personal resilience. Able to sustain a high level of energy and positivity during 

times when they, the organisation or the group is under extreme pressure. Able 
to deal with uncertainty. 

 Professional, pragmatic and customer focused. 

 Customer Experience Division 
 Business units across AT 

 Vendors and suppliers. 

 CCOs as relevant to Sprints and 
workshops. 

 NZTA as relevant to Sprints and 
workshops. 

 Partner Organisations across 
the Auckland region. For 
example, University of Auckland, 
Foundation for the Blind. 

 Members of the public. 

 

Customer Experience 

Enter Text Here 
 

# or Nil # or Nil 



  
  

VDU / Workstation set up (for example, hot desk 
requirements)

4/05/2021 
Operating Vehicles (for example, using company 
cars, appropriate driver licence)

Personal Safety (for example, working alone, 
conflict situations, shift work)

Physicality (for example, stand and walk for long 
periods, work at heights, manual handling (lifting, 
bending, above shoulder work)

Environmental (for example, working outdoors, 
electrification, working on rail tracks, working on 
roads, exposure to UV radiation)

Hazardous Materials (for example, black water)


