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	Role Title:
	Operations Lead - Service
	Responsible to:
	Director of Operations

	Division:
	Operations
	Department:
	Operations – UK & Ireland

	Direct reports:
	Up to 10 direct reports – Operational Team Leads
	Scope:
	UK & Ireland

	
	
	Scale:
	Up to 80 People 
£2m budget


	
	
	Regulated Function:
	No




	Evaluation Level:
	Guide 2
	Role Family:
	Business and Operational Services



	Role Purpose

	The Operations function delivers efficient, effective and member centric services across the globe, ensuring we are there for our members, when they need us most.  As a member of the Operations leadership team, this role provides operational leadership across the Service function, ensuring the delivery of outstanding contact centre services that are trusted, valued, and consistently deliver fair treatment and positive outcomes for members. The role holder will lead a department of team leaders and their direct reports, driving engagement through great communication, effective EDI practises and a focus on development to deliver a great place to work for our colleagues. The role is accountable for optimising team performance against agreed service levels, driving efficiency and effectiveness, and fostering a culture of continuous improvement and member-centric service excellence. 



	Accountabilities (RACI) 
	Examples measures of Success/KPI’s


	Leadership
· Set the strategic direction for the Service function in alignment with organisational strategy
· Lead by example, fostering a culture of accountability, inclusion, and continuous improvement
· Translate strategy into operational plans and performance targets
· Drive a continuous improvement mindset which reduces inefficiency and adds Member value
· Influence cross-functional collaboration to enhance service delivery and operational resilience
· Represent the Service function in senior leadership forums and contribute to organisational wide initiatives


	· Achievement of departmental objectives aligned to strategic goals
· Delivery of operational plans on time and within scope
· Colleague surveys
· Stakeholder feedback
· Number and impact of improvement initiatives led or sponsored


	Financial
· Manage the Service function’s budget, including ensuring cost-effective resource allocation
· Monitor financial performance of the membership and identify opportunities for efficiency gains or member growth
· Lead initiatives to reduce operational costs without compromising service quality
· Support forecasting, planning, and reporting processes with accurate data and insights


	· Budget adherence (% variance vs. forecast)
· Income/retention/new members v plan
· Efficiency savings delivered (e.g., through automation or process redesign)
· ROI on operational initiatives
· Accuracy and timeliness of financial reporting


	Member
· Champion a member-first approach across all service interactions
· Ensure delivery of fair, consistent, and high-quality outcomes for members
· Monitor member satisfaction and feedback, conducting root cause analysis to drive service improvements
· Embed member-centric values into team behaviours, training, and performance measures
· Act as an escalation point for complex or sensitive member issues
· Drive a continuous improvement mindset which reduces inefficiency and adds Member value



	· Member satisfaction score (e.g., Member Sat, NPS)
· First contact resolution rate
· Average handling time and wait time
· Complaints volumes, outcomes and resolution times
· Quality assurance scores and audit outcomes


	People
· Lead, coach, and develop a high-performing team whilst cultivating a great place to work for colleagues.
· Drive engagement through clear communication, recognition, and development opportunities.
· Manage workforce planning, recruitment, and succession strategies to ensure sufficient capability and capacity across the department.
· Build capability through structured training, mentoring, and performance management.
· Take the lead on promoting a more inclusive environment, which aligns with our commitment to celebrate and promote diversity.

	· Delivery of People Plan
· Strong talent and succession plans
· Colleague surveys
· People metrics such as attrition & absence.
· Training completion and competency levels
· Performance review outcomes 
· Delivery of Personal Development Plans
· Stakeholder feedback


	Risk
· Ensure compliance with any internal/external governance standards
· Identify and mitigate operational risks, including service disruption, data protection, and reputational risk
· Maintain robust controls and audit readiness across all service processes
· Lead incident response and root cause analysis for service failures
· Promote a proactive risk culture and continuous improvement mindset
· Ensure robust Quality Assurance framework is in place





	· Risk & Control Self- Assessments Audit Actions
· Compliance audit results and regulatory findings managed to agreed timescales
· Number of incidents and time to resolution
· Risk register updates and mitigation actions closed
· Data protection breaches or near misses
· Control effectiveness ratings from internal audit
· 



	Responsibilities (RACI)

	· Monitor and manage performance against agreed service levels, KPIs, and quality standards
· Drive continuous improvement initiatives to enhance member experience and operational efficiency.
· Maintain relations with key internal stakeholders in underwriting, Product and Pricing for UK & Ireland to ensure continual focus on member retention and growth.
· Maintain awareness of competitor activity, market changes, regulated activity and indemnity developments and share learning with colleagues.
· Collaborate with internal stakeholders to ensure seamless service delivery and alignment with organisational goals
· Analyse operational data to identify trends, risks, and opportunities for improvement
· Ensure compliance with regulatory requirements and internal governance standards
· Champion a culture of accountability, inclusion, and member-centric service excellence
· Role model MPS values and behaviours
· Champion cultural and strategic changes taking place across the business, lead individual projects and change or delivery activities as required.
· 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.
· Undertake other duties and tasks that from time to time may be allocated that are appropriate to the level or role.




	Key Governance Responsibilities 

	· None currently




	Leadership Behaviours
	Level

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



	
	Knowledge and Qualifications
	Skills
	Experience

	Essential
	· Degree or equivalent experience in Business Operations Management or service related field
· Knowledge and understand of the healthcare industry 
· Knowledge of service delivery frameworks, quality assurance and compliance
· Knowledge of current and future service delivery options for multi channel service environments

	· Strong leadership and people management skills that drives a high performance culture
· Excellent communication and stakeholder engagement skills, with the ability to vary methods and engage colleagues at all levels, in an impactful way 
· Ability to manage change and lead transformation initiatives
· Highly analytical, excellent problem solver, detail oriented to be able to analyse complex, multi source data.
· Highly organised, resilient and agile, being able to deal effectively with competing priorities in a fast paced operational environment Member-focused with a commitment to fairness and quality outcomes, evidence through proven results
· Collaborative and inclusive leadership style
· Results-driven with a continuous improvement mindset
· Ability to manage service through third party contracts
	· Proven experience in managing large multi channel contact centre or service operations
· Experience and strong track record of developing high performing teams by leading through others, including developing, motivating and effectively performance managing team members
· Analytical mindset with experience using complex data to drive decisions and improvements
· Experience with workforce management and other key service systems
· Experience and evidence of driving and delivering large, mid and small change effectively, resulting in improved colleague engagement and operational efficiency
· Proven experience in implementing multi-channel digital solutions to member journeys
· Experience of using a broad range of qualitative and quantitative research and data to drive decision making and performance, turning this into tangible action
· Experience of managing service delivered through 3rd party suppliers and contracts
· 



	Desirable
	· Professional certifications in service management, leadership, or continuous improvement (e.g., ILM, Lean Six Sigma) are desirable
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