Transport for London -e-

Job title Service Performance Manager

Reporting to _ _ _ . .
Service Owner/Service Operations Manager/Senior Service Performance Manager

(position number)

Hay score [ Pay Band 571 /Band 3

Job Purpose ﬂ

The Service Performance Manager manages the delivery of the Services within a specific portfolio in the Service Owner
Team or the Service Operations area. Some of which may go across the whole of the Technology and Data Directorate.
They are responsible for the introduction of new service into the Operation Teams, managing service levels and contracts
across all suppliers (including internal resources) within their portfolio, ensuring compliance with TfL Mandatory Standards
and Policies throughout the lifecycle of the Service and achieving performance requirements and service level
agreements. This encompasses the management of service transition into the live environment, contract management,
and relationships with internal teams and external suppliers.

Key accountabilities ﬂ

1) Accountable for the successful delivery of services as assessed by design and transition Gates through managing a multi
skilled team of people

2) Accountable for the delivery of their assigned services within the portfolio and managing their suppliers and internal
teams to the agreed service level targets and compliance with sub contracts or operational level agreements.

3) Accountable for the delivery of business outputs (e.g. demand, capacity, licence management, service lifecycle
management, cost of services etc) acorss the service lifecycle of the systems, services and technologies within their
portfolio

4) Accountable for the effective assessment of risks in service improvements and development of mitigation strategies

5) Accountable for managing the services within their portfolio, which is either delivered by a supplier and/or internal teams
to aid in the restoration of services within the agreed service level targets.

6) Implementing the service design for new or changed services and support projects during transition into the live
environment.

7) Accountable for building and maintaining relationships with key stakeholders to understand any changes in priorities or
likely business demand and mitigate any threats identified.

8) Accountable for leading and managing a team of upto 9+ in a people management, resource allocation, quality
assurance, coaching and development

9)In the Service Operations area, the Performance Manager is accountable for the Knowledge & Service Request Function
and the outward delivery of this to the Service ownership areas.

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

- Directly responsible for a team of up to 9 roles with a budgeted spend of approx. £700K approx

- Directly supporting the delegated financial budgets of the Senior Service Performance Manager for service provision of
supplier contracts of up to £60m pa.

- Directly influencing contract values and service provision of up to £5M pa.

Key interfaces

- Senior TfL business stakeholders as the single point of accountability for the performance of T&D services within
respective area

- Service Owner, Head of T&D Digital/Payments/Surface/LU & Engineering/Professional Services, Technology
Programmes, and development teams to enable the successful transition of services into live operation

- Commercial stakeholders to coordinate the management of service suppliers

- Finance stakeholders to define the total cost of ownership and manage service financial performance

- Service suppliers to ensure consistent service performance and instigate continual service improvement activities

- Service suppliers to ensure understanding and delivery of TfL Mandatory Standards and Policies throughout the Service
lifecycle

Knowledge

- Bachelor's or Master’s Degree in Computer Science, Information Systems, or other related discipline (or corresponding
professional experience)

- ITIL V3 Service Management certification

- Broad knowledge of software development, DevOps & Project Management methodologies (including Prince2, PMM,
PMI)

- Knowledge of the provision of effective technical support services to a complex, multi-site operation

- Knowledge of Enterprise Resource Planning and Asset Management systems.

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

- Knowledge IT applications in public transportation and its business environment & Knowledge of ITSM Tools.

- Financial processes (including project authorisation)

- Commercial management best practice to ensure effective supply chain arrangements to deliver value, quality and
reliability

Skills

- Proven ability to influence at a senior leader level

- Proven ability to manage interactions between suppliers, internal teams and customers to reliably deliver quality
technology service performance within large-scale, complex operating environments.

- Proven analytical skills to interpret complex data and make or influence appropriate business decisions on the basis of
this analysis

- Motivating and leading others towards achievement

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

- Extensive experience of technology and data services in a complex, multi-site organisation, preferably in the public sector
- Demonstrable experience of interacting and negotiating at Head of level, both internally and with third parties

- Demonstrable experience of negotiating, delivering and managing complex, large scale, service contracts

- Substantial experience of relationship management and account management

- Demonstrable success in continual process improvement for technology services

- Broad knowledge of Technology and Data Services.

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 C Communications and influence
Responsiveness C Stakeholder management C
Customer service orientation Cc Planning and organisation

Strategic thinking Commercial thinking

Problem solving and decision making D Safety awareness

Organisational awareness Managing business performance

ERRENEN

Change and innovation Team leadership

Results focus

BN EREEE

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

Addendum for all ERP Service Performance Manager roles:

JOB PURPOSE: To provide subject matter expertise, ensuring functional rigour and technical assurance and alignment
with TfL strategy and enterprise architecture. Accountable for the design, development and support of applications through
the entire change lifecycle (requirement gathering through to post go-live support including transition).

Strong Solution Manager expertise and understanding how it can be leveraged to drive organisational efficiencies with
experience in the following modules

* Solution Manager Business Process Documentation

* Solution Manager Business Process Change Analyser

* Solution Manager WorkCentre

1) Skills, Knowledge & Experience for Service Performance Manager (Enterprise Performance Management)

Substantial detailed competency with experience in four or more of the following areas:

» SEM (Strategic Enterprise Management, « BCS (Business Consolidation System), « BPS (Business Planning Simulation),
* Business Objects 4.2 incl Analysis for Office 2.3 & Design Studio, * BPC (Business Process & Consolidation), « Data
Services (provides link to 3rd party data warehouses), *« Business Warehouse v 7.4, « ABAP for BW customisation and
analysis purposes

2) Skills, Knowledge & Experience for Service Performance Manager (Logistics Procurement and Finance)

Substantial detailed SAP competency with experience in four or more of the following functional modules;

* Procurement/SRM, « Materials Management, « Production Planning, « Plant Maintenance, ¢ Sales & Distribution, * Real
Estate, « Finance (FI/CO) « Cross Application Timesheets « Work Schedule Rules « Governance Risk & Compliance (GRC)
* Payroll

3) Skills, Knowledge & Experience for Service Performance Manager - Landscape, Environment Data Management

» Experience of at least two SAP Life Cycles « Experience of and ability to liaise with business representatives when system
enhancements or changes are required « Experience of diagnosing problems / issues with Landscape Management and
how to resolve them ¢ Experience of analysing information from a variety of sources and prioritising actions appropriately ¢
Experience of HP UFT, HP ALM, Loadrunner & SAP Solution Manager Toolsets (i.e. TBOMs, Test Optimisation) ¢ Ability to
solve complex problems and innovative thinking to overcome a wide range of issues ¢ Functional knowledge across
multiple SAP modules (i.e. MM, SD, PM, PP, FI/CO, RE, BW, CRM & HR) < Experience in working in diverse organisations
and managing 3rd parties resources ¢ A proven track record of Test Automation and Performance testing for a major
organisation « Demonstrable experience of accountability for the testing solution utilising industry recognised tool sets
Excellent communication and stakeholder management skills

4) Skills, Knowledge & Experience for Service Performance Manager - Human Capital Management, Employee Interaction
Centre and eForms

Skills, Knowledge & Experience

Substantial detailed SAP competency with experience in four or more of the following functional modules:

* Human Capital Management, « Occupational Health « Employee Self Service (ESS) « Manager Self Service (MSS)
portals, « Payroll, « Time & Attendance, « Organisation management, « Training & Events Management, « Electronic forms;
creation and maintenance of dynamic electronic forms using Adobe LifeCycle Designer for SAP (version 10.4), plus full
documentation of new / changed configuration compliant with business templates, familiarity of JavaScript code in this
environment, « CRM 7.0/WEB Ul (Employee Interaction Centre) « Experience of SAP CRM 7.0 Configuration, developed
using SAP AET

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

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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- Directly influencing contract values and service provision of up to £5M pa.
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	Text7: Addendum for all ERP Service Performance Manager roles:
JOB PURPOSE: To provide subject matter expertise, ensuring functional rigour and technical assurance and alignment with TfL strategy and enterprise architecture. Accountable for the design, development and support of applications through the entire change lifecycle (requirement gathering through to post go-live support including transition).
Strong Solution Manager expertise and understanding how it can be leveraged to drive organisational efficiencies with experience in the following modules
• Solution Manager Business Process Documentation
• Solution Manager Business Process Change Analyser
• Solution Manager WorkCentre

1) Skills, Knowledge & Experience for Service Performance Manager (Enterprise Performance Management)
Substantial detailed competency with experience in four or more of the following areas: 
• SEM (Strategic Enterprise Management, • BCS (Business Consolidation System), • BPS (Business Planning Simulation), • Business Objects 4.2 incl Analysis for Office 2.3 & Design Studio, • BPC (Business Process & Consolidation), • Data Services (provides link to 3rd party data warehouses), • Business Warehouse v 7.4, • ABAP for BW customisation and analysis purposes

2) Skills, Knowledge & Experience for Service Performance Manager (Logistics Procurement and Finance)
Substantial detailed SAP competency with experience in four or more of the following functional modules; 
• Procurement/SRM, • Materials Management, • Production Planning, • Plant Maintenance, • Sales & Distribution, • Real Estate, • Finance (FI/CO) • Cross Application Timesheets • Work Schedule Rules • Governance Risk & Compliance (GRC) • Payroll

3) Skills, Knowledge & Experience for Service Performance Manager - Landscape, Environment Data Management
• Experience of at least two SAP Life Cycles • Experience of and ability to liaise with business representatives when system enhancements or changes are required • Experience of diagnosing problems / issues with Landscape Management and how to resolve them • Experience of analysing information from a variety of sources and prioritising actions appropriately • Experience of HP UFT, HP ALM, Loadrunner & SAP Solution Manager Toolsets (i.e. TBOMs, Test Optimisation) • Ability to solve complex problems and innovative thinking to overcome a wide range of issues • Functional knowledge across multiple SAP modules (i.e. MM, SD, PM, PP, FI/CO, RE, BW, CRM & HR)  • Experience in working in diverse organisations and managing 3rd parties resources • A proven track record of Test Automation and Performance testing for a major organisation • Demonstrable experience of accountability for the testing solution utilising industry recognised tool sets • Excellent communication and stakeholder management skills

4) Skills, Knowledge & Experience for Service Performance Manager - Human Capital Management, Employee Interaction Centre and eForms
Skills, Knowledge & Experience
Substantial detailed SAP competency with experience in four or more of the following functional modules: 
• Human Capital Management, • Occupational Health  • Employee Self Service (ESS) • Manager Self Service (MSS) portals, • Payroll, • Time & Attendance, • Organisation management, • Training & Events Management, • Electronic forms; creation and maintenance of dynamic electronic forms using Adobe LifeCycle Designer for SAP (version 10.4), plus full documentation of new / changed configuration compliant with business templates, familiarity of JavaScript code in this environment, • CRM 7.0/WEB UI (Employee Interaction Centre) • Experience of SAP CRM 7.0 Configuration, developed using SAP AET 

Further 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



