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Job title Service Strategy and Design Lead

Reporting to

(position number) Service Strategy and Design Manager

Hay score [ Pay Band 551 /Band 3

Job Purpose ﬂ

To develop the business service requirements for new and existing services ensuring accurate assessment of customer
requirements, service model creation and design of service level agreements. The role holder will support the Programme
and Technology Delivery teams throughout the design and transition process including production of service models and
service designs. The role holder will ensure service designs align with the T&D strategy and emerging technologies to
deliver business outcomes in a cost effective and efficient manner throughout the respective life cycle of those services.

Key accountabilities ﬂ

1) To develop and deliver service requirements for new and existing services that can be clearly translated into contractual
terms to achieve cost effective delivery of business outcomes in line with agreed T&D strategies

2) To produce and maintain the service design principles that support the creation of end-to-end service designs to enable
the successful transition of services into live operations

3) To produce and deliver service design packages (SDPs) for services within the agreed targets, ensuring alignment to
relevant standards, policies, design principles, and business operating model architectures, to enable the successful
transition of services into live operations

4) To effectively plan, prioritise and coordinate continuous service improvement initiatives across a portfolio of services,
maintaining an holistic view of services via the service catalogue, and proposing relevant consolidation of services in order
to deliver cost efficiencies

5) To develop key processes, reflecting industry best practice, that generate sufficient controls to ensure compliance with all
relevant standards and policies and ensure consistent implementation across TfL

6) To produce and deliver service roadmaps and ensure relevant stakeholder input is achieved to facilitate optimal delivery
of services and realise improvements and cost efficiencies

7) To elicit and shape strategic service requirements with relevant business stakeholders for their respective services and
capture demand in order to successfully resource and support TSO teams

8) To Input into executive papers for key decision making in the delivery of business critical services to ensure informed
business decisions can be taken in alignment with T&D strategies

9) To produce and maintain the service design principles that support the creation of end-to-end service designs and
embed these into the T&D Project Gateway Processes to enable the successful development and transition of services
into live operations.

This job description takes account of the primary factors but recognises there may be an number of items required to
fulfil the role, but which are not required to be detailed.
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Financial Impact

- Successful input to delivery of Technology and Data initiatives of £10m+
- Accurate support, forecast and charge of resources time and costs to assigned initiatives

Key interfaces

- Business Architects, Cyber Security, and T&D Strategy teams to understand the business operating models, investment
plans and reference architectures for respective portfolio, ensuring service strategy & designs achieve business outcomes
- Product Managers to gain a view of business needs and product roadmaps to inform demand and capacity plans

- T&D Programme Delivery Teams to deliver service design packages on time and to budget

- Commercial colleagues to support the creation of effective contract schedules and terms

- Service Owners to understand key business priorities and to inform areas of continual improvement focus

- Service Performance Managers to deliver service design packages for implementation

- T&D Technology Development to form a common view of service transition

- The wider technology industry developments in order to identify opportunities to provide services at a better value

Knowledge

- A University Degree in the relevant technology/computer science subject/equivalent technical qualification or
demonstrable professional experience

- IT Service Management qualifications required, such as ITIL and its practical operation in large organisations

- Knowledge of cloud computing service models, such as SaaS, PaaS, laaS

- Broad knowledge of all Technology and Data Services, including the operating businesses

- Knowledge of relevant national and international legislation pertaining to the Government/Public Sector IT — e.g. Data
Protection Act, EU Procurement Directives and Freedom of Information Act.

- Knowledge of current/emerging technologies and processes employed in designing and delivering Enterprise Wide IT
services

Skills

- Excellent communication skills with ability to articulate clear messages via written, oral and design artefacts

- Proven ability to influence at a senior leader level, both internally and with third parties

- Able to systematically define and implement service strategies

- Able to produce informed design principles and communicate these coherently to a wide variety of specialisms
- High adept analytics skills with the ability to deliver clear design and strategy artefact's based on a wide array of
information sources

- Skilled at translating design principles into contractual agreements and requirements

This job description takes account of the primary factors but recognises there may be an number of items required to
fulfil the role, but which are not required to be detailed.
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Experience

- Experience in delivering a wide range of service strategies in a large, complex and operationally focused organisation

- Experience in delivering departmental savings through leading service efficiency and rationalisation activities

- Broad experience in leading service operations changes at a strategic level, maturing operating models and instilling a
continual improvement culture within a team of IT service specialists

- Experience in delivering service design principles for organisationally critical services

- Experienced in supporting and leading service design requirements in ICT procurements and assuring service schedule
drafting in an associated Supplier Contracts

Our |5 competencies are the generic skills, including interpersonal skills and knowledge need to perform well in a role, but
not all of these will be applicable. Based on the requirements of the role, please indicate those competencies that are most
relevant (6 - 8 max) and the level required with A the least complex and E the most complex level.

Refer to the Competency Briefing Note for Line Managers for further information and the Competency Framework to determine
the competencies and levels to be included.

Building capability Communications and influence

Responsiveness Stakeholder management

Customer service orientation Planning and organisation

Strategic thinking Commercial thinking

Problem solving and decision making Safety awareness

Organisational awareness Managing business performance

NRRENEE

Change and innovation Team leadership

(e Ne NI ORI Ne]

Results focus

EEE SN

HEALTH & SAFETY STATEMENT

All employees have a general duty in law to take reasonable care for the health and safety of themselves and of other persons who may be
affected by their acts or omissions. All employees must understand and be committed to Transport for London’s Health and Safety Policy
statement and the Company’s safety priorities and be aware of their contribution to such priorities. All employees must also be aware of
and comply with all current health and safety legislation and other Company requirements that are relevant to their role.

EQUALITY STATEMENT

Transport for London values the diversity which exists in our city, and our aspiration is to reflect this diversity in our workforce. All
employees must be aware of and committed to the Equality Policy Statement of Transport for London. All employees must also be aware
of and comply with other Company requirements associated with Equality and Diversity issues relevant to their role.

CRIME & DISORDER STATEMENT

It is a statutory requirement for all departments within TfL to follow Section |7 of the Crime and Disorder Act 1998. Section |7 requires
authorities to consider the likely affect on crime and disorder and community safety in all that they do, and take action to prevent crime
and disorder, substance misuse, anti-social behaviour and behaviour that adversely affects the environment. TfL has voluntarily been
committed to following Section |7 since 2006, but we must all make sure that it is considered in decision making, policies and procedures
in the same way that equality and health and safety are.

PRIVACY & DATA PROTECTION STATEMENT

Personal information relating to TfL’s customers, workforce and members of the public, must only be collected, accessed or used by
employees for legitimate business purposes directly related to the performance of their duties; and in accordance with their terms and
conditions of employment, TfL’s Privacy and Data Protection Policy, The TfL Code of Conduct and relevant HR policies. The misuse of
personal information is generally viewed as gross misconduct and may also constitute a criminal offence.

This job description takes account of the primary factors but recognises there may be an number of items required to
fulfil the role, but which are not required to be detailed.
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ADDITIONAL INFORMATION AND/OR ADDENDUM

Background and Context to Technology Service Operations

Technology Service Operations (TSO) for TfL ensures day to day provision of suitable IT services that deliver the required
business outcomes cost effectively.

TSO is accountable and provides:

« end-to-end operation of the IT service lifecycle for TfL

« financial optimisation of the end to end service lifecycle, ensuring best value for money and TfL investments

* the capability to design and deliver new/changed services

« the day to day running and availability of all TfL services

» management of all internal and external suppliers ensuring their service performance to agreed service level standards
and deliverables

« risk assessment and appropriate mitigation to drive the decision making process for new/changed services

* license management across TfL and compliance related matters and

« governance and assurance of new/changed services.

TSO key team processes are as follows:

Invest, Plan & Design

Service Strategy & Service Design

« Financial management for running of the services — service lifecycle costs
* Service portfolio — end to end accountability for the service lifecycle
 Capacity and availability management for services

* Service continuity

* Service catalogue

* The service levels

Test & Transition

Service Testing & Transition

 Vanguard testing (pre-prod testing)

» Change and release management, including service acceptance
« Configuration management

Run & Operate

Supplier Management & Performance Reporting

* Supplier performance, contractual compliance, license management and commercial interface

* Service reporting & performance, SLA performance and business reporting

* Assuring mandatory standards & compliance

* Operational Management & Service Maintenance

« Incident and major incident management, service monitoring, problem and service request management
« Application & infrastructure support & maintenance

* Service improvements

This job description takes account of the primary factors but recognises there may be an number of items required to
fulfil the role, but which are not required to be detailed.
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	Text2: - Successful input to delivery of Technology and Data initiatives of £10m+
- Accurate support, forecast and charge of resources time and costs to assigned initiatives

	Text3: - Business Architects, Cyber Security, and T&D Strategy teams to understand the business operating models, investment plans and reference architectures for respective portfolio, ensuring service strategy & designs achieve business outcomes
- Product Managers to gain a view of business needs and product roadmaps to inform demand and capacity plans
- T&D Programme Delivery Teams to deliver service design packages on time and to budget
- Commercial colleagues to support the creation of effective contract schedules and terms
- Service Owners to understand key business priorities and to inform areas of continual improvement focus
- Service Performance Managers to deliver service design packages for implementation
- T&D Technology Development to form a common view of service transition
- The wider technology industry developments in order to identify opportunities to provide services at a better value
	Text4: - A University Degree in the relevant technology/computer science subject/equivalent technical qualification or demonstrable professional experience
- IT Service Management qualifications required, such as ITIL and its practical operation in large organisations
- Knowledge of cloud computing service models, such as SaaS, PaaS, IaaS
- Broad knowledge of all Technology and Data Services, including the operating businesses
- Knowledge of relevant national and international legislation pertaining to the Government/Public Sector IT – e.g. Data Protection Act, EU Procurement Directives and Freedom of Information Act.
- Knowledge of current/emerging technologies and processes employed in designing and delivering Enterprise Wide IT services


	Text5: - Excellent communication skills with ability to articulate clear messages via written, oral and design artefacts
- Proven ability to influence at a senior leader level, both internally and with third parties
- Able to systematically define and implement service strategies  
- Able to produce informed design principles and communicate these coherently to a wide variety of specialisms
- High adept analytics skills with the ability to deliver clear design and strategy artefact's based on a wide array of information sources
- Skilled at translating design principles into contractual agreements and requirements

	Text6: - Experience in delivering a wide range of service strategies in a large, complex and operationally focused organisation
- Experience in delivering departmental savings through leading service efficiency and rationalisation activities
- Broad experience in leading service operations changes at a strategic level, maturing operating models and instilling a continual improvement culture within a team of IT service specialists
- Experience in delivering service design principles for organisationally critical services
- Experienced in supporting and leading service design requirements in ICT procurements and assuring service schedule drafting in an associated Supplier Contracts

	c1: Off
	1: [ ]
	c9: Yes
	9: [C]
	c2: Off
	2: [ ]
	c10: Yes
	10: [B]
	c3: Off
	3: [ ]
	c11: Off
	11: [ ]
	c4: Yes
	4: [C]
	c12: Yes
	12: [C]
	c5: Yes
	5: [C]
	c13: Off
	13: [ ]
	c6: Yes
	6: [C]
	c14: Off
	14: [ ]
	c7: Yes
	7: [C]
	c15: Off
	15: [ ]
	c8: Yes
	8: [C]
	Text7: Background and Context to Technology Service Operations 

Technology Service Operations (TSO) for TfL ensures day to day provision of suitable IT services that deliver the required business outcomes cost effectively. 

TSO is accountable and provides:
• end-to-end operation of the IT service lifecycle for TfL
• financial optimisation of the end to end service lifecycle, ensuring best value for money and TfL investments
• the capability to design and deliver new/changed services
• the day to day running and availability of all TfL services
• management  of all internal and external suppliers ensuring their service performance to agreed service level standards and deliverables
• risk assessment and appropriate mitigation to drive the decision making process for new/changed services
• license management across TfL and compliance related matters and
• governance and assurance of new/changed services.

TSO key team processes are as follows:

Invest, Plan & Design
Service Strategy & Service Design
• Financial management for running of the services – service lifecycle costs
• Service portfolio – end to end accountability for the service lifecycle
• Capacity and availability management for services
• Service continuity
• Service catalogue 
• The service levels

Test & Transition
Service Testing & Transition 
• Vanguard testing (pre-prod testing)
• Change and release management, including service acceptance
• Configuration management

Run & Operate
Supplier Management & Performance Reporting
• Supplier performance, contractual compliance, license management and commercial interface
• Service reporting & performance, SLA performance and business reporting
• Assuring mandatory standards & compliance
• Operational Management & Service Maintenance 
• Incident and major incident management, service monitoring, problem and service request management
• Application & infrastructure support & maintenance 
• Service improvements



