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	Role Title:
	 IT Business Systems Support Engineer
	Responsible to:
	Lead IT Business Systems Support Engineer

	Division:
	Technology, Digital and Data (TDD)
	Department:
	Infrastructure & Operations

	Direct reports:
	Direct Reports:
· N/A
	Scope:
	Responsible for and the delivery of support to the organizations business applications efficiently and effectively in fulfilling business objectives

	
	
	Scale:
	£0 Budget
People: 0
Income: N/A

	
	
	Regulated Function:
	No


	Evaluation Level:
	Implement 2
	Role Family:
	Digital, Data & Change



	Role Purpose

	The IT Business Systems role is to be responsible for the delivery and ownership of support to the organisation’s business applications efficiently and effectively in fulfilling business objectives. This includes troubleshooting applications and software for all customers, such as operations, development, training teams and other business units. The Business Systems Support Engineer is also responsible for assisting in the design, delivery, and improvement of software applications liaising with vendors and 3rd parties as necessary. 

This role will provide technical support and ensure the smooth operation, maintenance, and enhancement of business applications. Your expertise will help resolve issues, optimize system performance, usage and contribute to the overall IT strategy.




	Accountabilities (RACI)
	Measures of Success/KPI’s
 


	Operational 

· Monitor platform health and ensure high availability, performance, and scalability.
· Troubleshoot and resolve issues related to software applications, ensuring minimal disruption to business operations.
· Act as the primary point of contact and owner where necessary for issues, features, finance, licensing,  enhancements and development.
· Perform root cause analysis for recurring issues and recommend long-term solutions
· Support application updates, patches, and enhancements in collaboration with development teams.
· Test and deploy changes to ensure seamless integration with existing systems
· Monitor application performance and implement improvements to maintain optimal performance.
· Develop and maintain documentation for platforms, processes, and best practices.
· Apply diagnostic utilities to aid in troubleshooting. 
· 

	· Corporate Strategic priorities Vs plan
· Division Plan delivery Vs plan
· Delivery of projects to plan
· Stakeholder Feedback

	Financial
· Understand and control application lifecycle run and license costs
· Identify & implement cost optimization opportunities across the IT estate 
· .


	· Operational budget Vs Plan
· Project Quotes v actual cost at end of project

	Member
· Conduct research into software application products and services in support of development and purchasing efforts.  
· 
	· Net promoter score
· Member feedback
· Member Experience Scores


	People
· Create and deploy feedback mechanisms for customers. Analyze results, make recommendations for support process improvement, and implement changes.  
· Apply monitoring & observability tools and diagnostic techniques to improve application observability and insights with a customer experience centric mindset 
· Provide training and guidance to end-users and other IT support teams to ensure effective use of applications.

	· TDD Engagement Index Vs MPS
· TDD Leadership Index Vs MPS
· TDD Inclusion Index vs MPS
· Strong Talent and Succession Plan
· HR Metrics – attrition, absence
	

	Risk
· Implement and enforce security best practices across applications.
· Conduct regular audits to ensure compliance with organizational and regulatory standards
	· Risk & Control Self- Assessments 
· Audit Actions
· Improved awareness and understanding of risk management 
· Risk reporting is accurate 
· Business areas risks being actively reviewed and challenged 
· Adherence to the MPS Currency policy

	Responsibilities (RACI)

	
· Own applications and the full lifecycle management, engaging with business customers to ensure the right level of support and resilience (including business continuity) are agreed and implemented.
· Track and manage reliability performance against agreed performance metrics, in partnership with IT monitoring teams or other stakeholders, and ensure systems continue to meet these over time
· Provide expert knowledge on reliability approaches, to ensure our organisation achieves its goals and roadmap for reliability.
· Participate in system design, application management, capacity planning with project teams and platform architecture discussions. Ensure all operational requirements including availability, performance and disaster recovery are met. 
· Participate in operations support and on-call rotation shifts, for supported systems and products.
· Prioritize, schedule, and administer all instances where enhancements and defect resolution are required. 
· Participate in problem management activities, including blameless post-mortem incident analysis, and provision of technical insight, documented findings, outcomes and recommendations as part of a root cause analysis to troubleshoot priority incidents.
· Collaborate intently with engineering, TMO & delivery teams. Successful business systems management should be based on high performing teamwork.
· Understand the requirement of both internal and external customers ensuring that the application aligns for its success.
· Foster a positive work environment that encourages collaboration, innovation, and high performance
· Undertaking other duties and tasks that from time to time may be allocated to the role holder that are appropriate to the level or role.




	Key Governance Responsibilities 

	· Lead regular service reviews with internal and external customers 
· Assist in managing key business systems & vendor risks




	Leadership Behaviours
	Level

	Fresh Thinking
	Leading Self
	Building Capability in Self and Others
	Leading Self
	Influencing Others
	Leading Self
	Collaborating for Results
	Leading Self
	Leading Self and Others
	Leading Self
	Commercial and Risk Thinking 
	Leading Self





	
	Knowledge and Qualifications
	Skills
	Experience

	Essential
	· knowledge of application & IT management practices and certifications (ITIL, Agile, DevOps, SRE, SDLC).
· In-depth, hands-on knowledge of and experience with enterprise and desktop applications
· Broad knowledge of programming languages and techniques

	· Proficiency with cloud platforms
· Agile and Iterative Approach with Cross-Functional Collaboration
· Proficiency in troubleshooting and debugging applications 
· Expertise automation tools and associated programming languages
· 
	
· Familiarity or experience with Agile/DevOps/DevSecOps.
· Experience with monitoring & Observability tools




	Desirable
	· Bachelor's degree or Certified Professional in Technology/Software Engineering
· Agile or Scrum certifications 
· Knowledge of platform tooling and practices (IaC. API’s, Self-service portals, Digital experiencing monitoring
· 
	· Excellent problem-solving skills in complex vendor and internal customer environments. Looks to resolve the root cause, not just the specific problem.
· 
	· Experience of digital transformation journeys.
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