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Job title Head of Technology Service Operations

Reporting to ] ] ] _
Chief Technology Officer & Director of Customer Experience

(position number)

Hay score [ Pay Band 954/Band 5

Job Purpose ﬂ

The Head of Service Operations will be accountable for ensuring the day to day running of all systems, software and
managed services within Technology and Data (T&D) across TfL.

The role holder will define, direct & deliver business critical operational services across the TfL estate & relevant GLA
bodies, through a strategic blend of in-house and external service contracts, via appropriate delivery and commercial
arrangements. This includes services for 30,000 desktop users & major business services including public-facing
information systems (e.g. station customer information boards) & other digital delivery channels (e.g. mobile applications /
Wi-Fi services), along with all TfL Enterprise Resource Planning systems (HR, Finance, Commercial).

Responsible for the reliability & flexibility of technology services, which directly impact TfL business operations & play a
key role in TfL's customer experience. The role holder will work closely with strategic suppliers, delivering a multi-sourced
operating model that underpins every aspect of TfL and therefore the delivery capability of London’s transport.

Key accountabilities ﬂ

(1) Leading and setting the strategic direction for the Service Operations team, ensuring alignment with T&D and other TfL
strategies underpinning TfL business demand for T&D services over the long term (c. 5-10 years), enabling end-user
satisfaction, performance targets and continuous improvements.

(2) Ensuring business T&D requirements met through liaison with T&D Principals, planning & assuring technical capability
whilst maximising value & sustaining effective commercial arrangements & supply chain performance.

(3) Accountable for the day to day operations of all systems, software, T&D catalogue and managed services within T&D
and for driving a common and consistent approach to technical and end to end technology service operations across TfL.
(4) Ensure service transition integrity during the introduction of new or changed services to minimise impact on existing
services during change.

(5) Direct technology supply chain procurement and contractual reviews, leveraging the market place effectively and
continually seeking to reduce the cost of service operations whilst complying with TfL & legislative requirements for
competition, licensing, procedures & oversee continuity of supply.

(6) Full discretion, as final signatory, over release of applications, infrastructure & network components to ensure integrity of
technology production environments and a reliable and consistent service for users across TfL.

(7) Accountable for maintaining a view of software deployment, corresponding license agreements and demand trends to
optimally manage the operational cost of software pan-TfL for all technology and data systems and users.

(8) Ensure resilience of service according to criticality of services by managing service risk in terms of business impact and
by deploying operational resource (both human and technology) according to business needs.

(9) Responsible for the leading and development of an effective and efficient T&D Service Operations team.

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

As a member of the T&D Senior Management Team has a direct impact on the overall T&D budget of c.£300m.

Directly accountable for a headcount budget of c.£35m per annum ¢.600 FTE and accountable for delivering continuous
service improvement savings in line with annual targets agreed with CIO.

Directly accountable for third party service provision contract costs of c.50m per annum.

Key interfaces

* Head of T&D Strategy and Head of Technical Development to understand medium to long term investment and project
plans

« Head of Technical Development to ensure smooth handover of services into operations

« Head of T&D Digital / Payments / Surface / LU / Professional Services and product owners to agree SLAs based on
business criticality and understand business demand for services

« Commercial colleagues to coordinate management and continuous improvement of suppliers

« CISO to ensure security of operations

« Suppliers to manage strategic service operations contracts

* GLA and other London public bodies, which TfL provides technology services to.

Knowledge

« Bachelor’s or Master’s Degree in Computer Science, Information Systems, or other related field (or commensurate work
experience).

« ITIL service management framework and its practical application within a complex safety-critical, multiple-site, operational
business.

« Proven knowledge of commercial good practice to ensure effective supply chain arrangements to deliver value, quality
and reliability pan-TfL.

« Extensive understanding of market trends with regard to the development and provision of IT services.

« Relevant national and international legislation relating to Government/Public Sector IT — e.g. Data Protection Act, EU
Procurement Directives and Freedom of Information Act.

« TfL’s policies, management structure and business objectives (or commensurate experience of a similarly complex
operational business) and how these drive the management of IT operations.

Skills

« Proven ability to influence at an executive level, e.g. experience of presenting board-level papers and leading service
reviews with senior management.

« Proven ability to manage interactions between suppliers, in-house teams and customers necessary to reliably deliver
quality technology services within large-scale, complex operating environments.

« Proficient in risk management methods and techniques for the assessment and management of technology and business
risk.

« Proven ability to lead and inspire a large, highly skilled team of technology specialists.

« Expert leadership skills to drive transformation into cloud operation services and deliver a culture of service excellence.

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

» Has worked within the technology industry in a senior management role reporting to director-level & working with senior
business managers & stakeholders to enable business outcomes through successful delivery of technology services.

* Proven experience in cloud operation services and experience of transforming an organisation into a new cloud operating
model.

* Proven leadership experience of developing a commercial, customer-focused service culture within a technology
department & directing people development towards this objective. Proven experience of managing a group of highly
skilled business and IT professionals to deliver a service operations capability in a complex, multi-site, service
organisation.

Our I5 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 ( A-E).

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 D 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

EERENNE

Change and innovation D Team leadership

Results focus

EENENENE

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. Al 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. Al 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 tin TfL to follow Section |7 of the Crime and Disorder Act 1998. Section 17
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 I7 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.

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

Please delete and write over the guidance text below.

This section is only required in exceptional cases, for example if the role requires additional information about Health &
Safety, or Equality, or Crime and Disorder.

Additional may be entered where an addendum is required for generic job descriptions.

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.

Direct @ Active Fair @ Accountable Collaborative



	Enter job title: Head of Technology Service Operations
	Position number: Chief Technology Officer & Director of Customer Experience
	Enter Hay score / Pay Band: 954/Band 5 
	t1: 
	Enter text: The Head of Service Operations will be accountable for ensuring the day to day running of all systems, software and managed services within Technology and Data (T&D) across TfL.

The role holder will define, direct & deliver business critical operational services across the TfL estate & relevant GLA bodies, through a strategic blend of in-house and external service contracts, via appropriate delivery and commercial arrangements. This includes services for 30,000 desktop users & major business services including public-facing information systems (e.g. station customer information boards) & other digital delivery channels (e.g. mobile applications / Wi-Fi services), along with all TfL Enterprise Resource Planning systems (HR, Finance, Commercial). 
Responsible for the reliability & flexibility of technology services, which directly impact TfL business operations & play a key role in TfL's customer experience. The role holder will work closely with strategic suppliers, delivering a multi-sourced operating model that underpins every aspect of TfL and therefore the delivery capability of London’s transport.

	Tooltip: Please see example :

"The job will have responsibility and accountability for delivering the projects to time, budget, scope and quality, and supporting the Programme Manager, they will optimise the allocation and utilisation of project and programme management professionals, subject matter experts and external suppliers.
 
The job will work within the Programmes & Delivery team to leverage their specialist expertise within projects to ensure the implementation of a holistic and comprehensive project delivery model.”
	t2: 
	Enter text 02: (1) Leading and setting the strategic direction for the Service Operations team, ensuring alignment with T&D and other TfL strategies underpinning TfL business demand for T&D services over the long term (c. 5-10 years), enabling end-user satisfaction, performance targets and continuous improvements.
(2) Ensuring business T&D requirements met through liaison with T&D Principals, planning & assuring technical capability whilst maximising value & sustaining effective commercial arrangements & supply chain performance. 
(3) Accountable for the day to day operations of all systems, software, T&D catalogue and managed services within T&D and for driving a common and consistent approach to technical and end to end technology service operations across TfL.
(4) Ensure service transition integrity during the introduction of new or changed services to minimise impact on existing services during change.
(5) Direct technology supply chain procurement and contractual reviews, leveraging the market place effectively and continually seeking to reduce the cost of service operations whilst complying with  TfL & legislative requirements for competition, licensing, procedures & oversee continuity of supply. 
(6) Full discretion, as final signatory, over release of applications, infrastructure & network components to ensure integrity of technology production environments and a reliable and consistent service for users across TfL. 
(7) Accountable for maintaining a view of software deployment, corresponding license agreements and demand trends to optimally manage the operational cost of software pan-TfL for all technology and data systems and users. 
(8) Ensure resilience of service according to criticality of services by managing service risk in terms of business impact and by deploying operational resource (both human and technology) according to business needs.
(9) Responsible for the leading and development of an effective and efficient T&D Service Operations team.

	Tooltip 2: Please see examples :

"Responsible for the reporting of periodic department expenditure against the budget to ensure is in line with forecast spending.

Provide a wide range of ad-hoc analyses, to produce accurate, insightful and meaningful interpretation of customer travel behaviour.

Manage assigned projects, in accordance with the TfL PPM Methodology and working to relevant corporate standards, to ensure delivery of intended business benefits."
	Text2: As a member of the T&D Senior Management Team has a direct impact on the overall T&D budget of c.£300m.
Directly accountable for a headcount budget of c.£35m per annum c.600 FTE and accountable for delivering continuous service improvement savings in line with annual targets agreed with CIO.
Directly accountable for third party service provision contract costs of c.50m per annum.

	Text3: • Head of T&D Strategy and Head of Technical Development to understand medium to long term investment and project plans
• Head of Technical Development to ensure smooth handover of services into operations
• Head of T&D Digital / Payments / Surface / LU / Professional Services and product owners to agree SLAs based on business criticality and understand business demand for services
• Commercial colleagues to coordinate management and continuous improvement of suppliers
• CISO to ensure security of operations
• Suppliers to manage strategic service operations contracts
• GLA and other London public bodies, which TfL provides technology services to. 

	Text4: • Bachelor’s or Master’s Degree in Computer Science, Information Systems, or other related field (or commensurate work experience).
• ITIL service management framework and its practical application within a complex safety-critical, multiple-site, operational business.
• Proven knowledge of commercial good practice to ensure effective supply chain arrangements to deliver value, quality and reliability pan-TfL.  
• Extensive understanding of market trends with regard to the development and provision of IT services.
• Relevant national and international legislation relating to Government/Public Sector IT – e.g. Data Protection Act, EU Procurement Directives and Freedom of Information Act.
• TfL’s policies, management structure and business objectives (or commensurate experience of a similarly complex operational business) and how these drive the management of IT operations.

	Text5: • Proven ability to influence at an executive level, e.g. experience of presenting board-level papers and leading service reviews with senior management.
• Proven ability to manage interactions between suppliers, in-house teams and customers necessary to reliably deliver quality technology services within large-scale, complex operating environments.
• Proficient in risk management methods and techniques for the assessment and management of technology and business risk.
• Proven ability to lead and inspire a large, highly skilled team of technology specialists.
• Expert leadership skills to drive transformation into cloud operation services and deliver a culture of service excellence.


	Text6: • Has worked within the technology industry in a senior management role reporting to director-level & working with senior business managers & stakeholders to enable business outcomes through successful delivery of technology services. 
• Proven experience in cloud operation services and experience of transforming an organisation into a new cloud operating model. 
• Proven leadership experience of developing a commercial, customer-focused service culture within a technology department & directing people development towards this objective. Proven experience of managing a group of highly skilled business and IT professionals to deliver a service operations capability in a complex, multi-site, service organisation.
	c1: Yes
	1: [D]
	c9: Yes
	9: [D]
	c2: Off
	2: [ ]
	c10: Off
	10: [ ]
	c3: Off
	3: [ ]
	c11: Off
	11: [ ]
	c4: Off
	4: [ ]
	c12: Yes
	12: [D]
	c5: Yes
	5: [D]
	c13: Off
	13: [ ]
	c6: Off
	6: [ ]
	c14: Yes
	14: [D]
	c7: Yes
	7: [D]
	c15: Yes
	15: [D]
	c8: Yes
	8: [D]
	Text7: Please delete and write over the guidance text below.

This section is only required in exceptional cases, for example if the role requires additional information about Health & Safety, or Equality, or Crime and Disorder.

Additional may be entered where an addendum is required for generic job descriptions.


