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	Role title:
	Operational Resilience and Business Continuity Manager
	Responsible to:
	TBC

	Division:
	Operations
	Department:
	Business Services and Governance

	Direct Reports and Level:
	None



	Scope:
	Global 


	
	
	Scale:
	No direct reports or direct budget accountability

	
	
	Regulated Function(s) Held:
	No

	Evaluation Level
	Implement 1
	Role Family
	Group Corporate Services



	
Overall Role Purpose

	The purpose of this role is to lead the organisation’s global crisis management and business continuity strategy, ensuring resilience against operational disruptions and safeguarding member and colleague experience. The role will bring external best practice to MPS and utilise this to design, implement, and maintain robust frameworks for crisis response, disaster recovery, and continuity planning, working closely with senior leadership and cross-functional teams to mitigate risk and ensure rapid recovery during incidents.



	
Accountabilities (RACI)
	
Measures of Success/KPI’s



	Operational
· Develop and maintain a global Crisis Management Framework and Business Continuity Plans (BCP). 
· Develop, deploy and maintain a business resilience strategy across MPS, ensuring clear integrated operating model and roles & responsibilities across the 3 dimensions of Operational Resilience, Business Continuity and IT Disaster Recovery.
· Develop and maintain crisis communication protocols. Ensure alignment of continuity plans with business objectives and regulatory requirements.
· Lead global crisis response during major incidents, ensuring effective communication and decision-making. 
· Collaborate with senior leadership to embed and integrate resilience principles into the organisation.
· Identify areas for improvement in operational resilience practices, leveraging lessons learned from testing, incidents, and risk assessments to enhance preparedness.
· Coordinate scenario planning, tabletop exercises, and simulations across all business units. 
· Ensure compliance with regulatory standards and internal risk appetite. 
· Ensure all documentation related to resilience and continuity, including annual self- assessment, policies, procedures, and plans, is current, accurate, and effectively communicated to relevant stakeholders.
	
· Successful execution of crisis response plans
· Compliance with regulatory and audit requirements
· Timely recovery of critical services post-incident
· Stakeholder feedback.

	Financial
· Manage continuity-related budgets and ensure cost-effective resilience measures
· Ensure that all spend is managed within organisation policy, & any variance to policy or budget is appropriately reported and escalated
	
· Operational budget Vs Plan


	Member
· Develop and deliver all necessary systems, policies and procedures which enable safe office environments, ensure that activities comply with the necessary regulatory and legal standards and deliver exceptional service for all stakeholders.
· Seek opportunities to improve ways of working such as systems and processes to improve working practice and drive operational efficiency and outcomes for a good member experience.
	
· Stakeholder feedback via helpdesk
· Helpdesk SLAs
· Net promotor score 
· Member feedback

	People
· Take personal accountability for own training, development competence and performance in role.
· Build strong relationships with stakeholders and support with colleagues and colleague cohorts training to ensure they fully understand their roles and responsibilities during disruptions
· Take an active role / support in promoting a more inclusive environment, which aligns with our commitment to celebrate and promote diversity
	
· Stakeholder feedback
· Performance ratings
· Robust PDP
	 


	Risk
· Conduct regular audits in line with policies and procedures to establish areas of excellence and identify areas for improvement.
· Ensure all operational resilience and business continuity efforts align with regulatory requirements and industry standards.
· Conduct regular resilience assessments and stress tests to identify vulnerabilities.
· Maintain awareness of evolving regulatory expectations and adjust plans accordingly.
· Oversee supplier and third-party resilience compliance to minimise external risks, working with the business in managing third-party relationships. 
· Work with cross-functional teams to identify vulnerabilities and potential risks to business operations and develop strategies to mitigate them.
	
· Risk and Control Self-Assessments
· Audit Actions
· BCP and Crisis Management reviews and scenario testing



	
Responsibilities (RACI)

	· Offer meaningful decision points and insight to MPS forums to ensure that the business operates within risk appetite, and decision makers are fully informed and equipped.
· Keep abreast of evolving legislation and best practice; identify and recommend opportunities for MPS to become more efficient and effective.
· Lead individual projects and change or delivery activities as required.
· Role model MPS values and behaviours.
· Manage the impact of change initiatives, leading implementation projects, communicating and championing change to the department, and ensuring effective transitions to new ways of working
· Take an active role in driving the MPS culture strategy, leading by example to demonstrate the New World values and continue fostering a high-performance culture within Operations. 
· Undertake other duties and tasks that from time to time may be allocated that are appropriate to the level or role.




	
Key Governance Responsibilities

	· Reporting to Executive Leadership, Audit & Risk Committee. 
· Lead Crisis Management Steering Group. 
· Maintain compliance with ISO 22301 standards.



	
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
	· Degree or equivalent experience in Risk Management, Business Continuity, or related field. 
· Professional certification (e.g., CBCI, ISO 22301 Lead Implementer). 
· Understanding of key business issues and comfortable with challenging conversations. 
· Understands the corporate landscape and how to utilise and leverage this to deliver


	· Ability to engage and challenge at all levels; strong influencing skills coupled with tenacity and resilience.
· Good IT skills in MS Word, Excel, Outlook and PowerPoint.
· Ability to manage complex, high-pressure situations. 
· Excellent attention to detail – ability to formulate meaningful plans from high level through to accurate detail.
 


	· Experience of formulating Business Continuity policies and driving a more robust approach throughout an organisation.
· Experience operating at a strategic level with excellent communication and leadership experience.
· Demonstrated experience in Business Resilience planning and execution, including risk assessments and recovery strategies.
· Proven track record in a similar role from within a relevant sector


	Desirable
	· Experience in global operations. 
· Knowledge of regulatory frameworks and resilience standards. 
	· Planning and project management skills.
	· Familiarity with resilience frameworks such as ISO 22316 and ability to lead resilience maturity programs.
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