ROLE PROFILE		[image: ]
	Role title:
	Head of Infrastructure and Operations 
	Responsible to:
	Executive Director – Digital and Change 

	Division:
	Digital and Change 
	Department:
	Infrastructure and Operations  

	Direct Reports and Level:
	2 direct reports (to be reviewed)

Infrastructure and IT Service Desk Teams – 30/40 colleagues 


	Scope:
	Global IT Infrastructure and Operations 


	
	
	Scale:
	30 - 40 People
£(TBC) Budget


	
	
	Regulated Function(s) Held:
	No

	Evaluation Level
	Guide 1
	Role Family
	Group Corporate Functions 



	
Overall Role Purpose

	The Head of Infrastructure & Operations is responsible for the delivery of our global IT infrastructure and related IT operations used to enable business capabilities and services across the enterprise.
As a key member of the Digital and Change Leadership team this role contributes to the development and execution of the enterprise-wide IT strategy and is responsible for ensuring I&O strategy is fully aligned, positioning I&O to deliver compelling business value



	
Accountabilities (RACI)
	
Measures of Success/KPI’s



	Operational Leadership 
· Provide leadership across the D&C Division and in particular the Infrastructure and Operations department to deliver on the overall corporate strategy, business performance and leadership of teams that reinforces the desired culture and delivery of strategic goals.
· Contribute to the development and delivery of the Digital and Change strategy to plan, cost and quality
· Take the lead on transforming the Infrastructure and Operational function including its strategy, operating model, product and service offerings and workforce.
· Work with the Digital and Change senior leadership team on the service portfolio and governance required to prioritize resources, including budget. 
· Define, develop, and manages a comprehensive and integrated IT Service Management (ITSM) landscape, based on best-practice processes, disciplines, and related toolsets. This includes delivery of a comprehensive IT asset management program.
· Create and align an I&O value map by linking targeted business outcomes with the future-state business capabilities required to achieve them.
· Introduce innovative, differentiating infrastructure and operations capabilities that enhance our overall competitive capabilities and enhance colleague productivity
· Provides strategic direction and oversight for the full life cycle of IT systems, working in close partnership with peers, and identifies where common approaches, solutions, and shared platforms provided by I&O could drive efficiency. 
	· Financial sustainability Vs plan
· Financial performance Vs plan
· Company Goals Vs plan
· Council feedback.
· Division Plan delivery Vs plan
· Delivery of projects to plan 
· D&C engagement index Vs plan
· D&C leadership index Vs plan
· D&C inclusion index Vs plan 
· Delivery people plans Vs Plan

	Financial
· Set and deliver the Infrastructure and Operations operational budgets, ensuring an efficient and effective operating model which minimises cost and maximises financial sustainability without compromising the member experience 
· Create a culture of continuous cost optimization.
	· Member numbers Vs plan
· Income Vs plan
· Retention targets delivered Vs plan
· Operational budget Vs Plan


	Member
· Lead for a culture and capability in Lean / continuous improvement and project management to drive operational efficiency and great member experiences and outcomes
· Lead the Infrastructure and Operations Department to ensure fair treatment and outcomes for members and compliance with associated policies and standards set out by Council, its committees and delegated authorities.
	· Net promoter score
· Member feedback
· Member Experience Scores


	People 	
· Provide strong leadership to ensure the training, competence, performance and engagement of all employees in the I&O Department ensuring all have clarity on their accountabilities and comply with all governance, policy standards and processes.
· Build a strong pipeline of talent and succession across the Digital and Change Division for the benefit of MPS which will mitigate workforce planning risks and maximises the performance and potential of employees.
· Design and develop a strong and diverse I&O leadership team, together with a reporting structure for the function.
	· Engagement Index Vs MPS
· Leadership Index Vs MPS
· Strong Talent and Succession Plans
· HR Metrics – attrition, absence	

	Risk
· Operate a formal governance mechanism to establish and monitor effective controls for the processes and functions performed by I&O teams. Supports periodic reviews by audit teams, compliance teams and other risk-related functions as required.
· Improve IT resilience by executing strategies that improve reliability, tolerability, and disaster recovery readiness.
· Create an environment where all colleagues in the Digital and Change Division recognise the importance of risk identification and management 
· Ensure appropriate business processes and controls are in place to manage the Infrastructure and Operations Department handling within risk appetite; comply with policies and regulatory requirements (as applicable).
	· Risk & Control Self- Assessments Audit Actions



	
Responsibilities (RACI)

	· Build successful stakeholder relationships with other IT and business key stakeholders by developing a clear understanding of business needs, acting as a trusted advisor, and ensuring cost-effective delivery of IT services to meet those needs.
· Collaborate with the Information Security Lead to ensure I&O contributes to, embraces, and applies security strategy.
· Work with key stakeholders to measure and prioritize technical debt remediation.
· Support the Executive Director – D&C and Lead Architect by implementing infrastructure solutions that align to the enterprise architecture framework and roadmap.
· Develop the maturity of I&O to improve efficiency, deliver new innovations and increase collaboration with other IT and business areas (e.g., through Agile, DevOps, platform, and product approaches).
· Continuously evaluate the business value of I&O, including the use of metrics such as Key Performance Indicators, Outcome Driven Metrics and Objectives and Key Results.
· As the technological landscape continually changes, keep abreast of evolving technological innovation, market trends and best practice; recommend opportunities for MPS to become more efficient and effective in I&O practices
· 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

	TBC



	
Leadership Framework Competencies
	
Level


	Fresh Thinking
	Leading Others

	Building Capability in Self and Others
	Leading Others

	Influencing Others
	Leading Others

	Collaborating for Results
	Leading Others

	Leading Self and Others
	Leading Others

	Commercial and Risk Thinking 
	Leading Others


	 
	Knowledge and Qualifications
	Skills
	Experience

	Essential
	
	· Effective influencing and negotiation skills in complex environments where resources required for success may not be in direct control of this role
· Excellent analytical, strategic conceptual thinking
· Strategic planning, and execution skills
· Ability to build consensus, make decisions based on many variables, and gain support for major initiatives. 
· Self-starter who self-assesses and solicits feedback from others to improve their performance.
· Strong business acumen
· Budget planning and financial management, preferably with showback and/or chargeback models

	· Implementing transformational initiatives where the target state included agile, DevOps, cloud adoption at scale.
· Experience of consolidating operations capabilities in complex organizations to deliver improved efficiency, while balancing customer preferences for agility. 
· Developing colleagues including coaching, mentoring and performance management.
· Experience with maximizing effectiveness of nearshore / offshore resource models
· Building cloud management solutions, including software development, integration, and ongoing engineering aspects. 
· Establishing and improving DevOps, as well as other working practices (e.g., ITIL).
· Leading cloud adoption, including establishing governance mechanisms, delivering migration projects and modifying I&O’s target operating model.
· Developing governance practices to track and measure the quality of services,and maintain service improvement plans.
· Third-party management, working closely with sourcing and vendor managers.


	Desirable
	· Educated to degree standard and/or hold relevant professional qualifications 
· Lean Six Sigma qualification
· PRINCE2 Qualification
AGILE Qualification
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