Job Description 
Job title:

Cloud Services and Operations Manager
Grade:                        12

                          Post number: 000115
Directorate:

Resources

Unit:


IT 
Job purpose

1. Responsible for all aspects of the Operational IT service.

2. The creation and maintenance of network plans, encompassing data, voice, text and image, to underpin IT strategies in the support of the organisation’s business strategy. 

3. The support, operation and control of all equipment and services within the organisation’s networks and cloud infrastructure. The management of all changes to the components of the live infrastructure to support it’s continued effective and safe availability.

Principle accountabilities

1. Takes overall responsibility for the delivery of IT support service functions, including telecommunications and equipment in the organisation’s multiple divisions and locations.  Ensures that the services managed are monitored and maintained to high levels of quality, standards and operability as defined within negotiated and agreed service level agreements, service performance parameters and contracts.

2. Takes overall responsibility for the installation, upgrading, operation, control, maintenance and effective use of internal and external networks for the communication of data, voice, text or images within one or more major information systems.

3. Advises and influences business users, at management level, regarding the delivery, costs, availability and functionality of services and systems and develops an effective partnership with suppliers and users.

4. Takes responsibility within the IT service facility and operational environment, for setting targets, monitoring performance, and managing the service in an efficient and effective manner, for the service delivery function. 
5. Determines and initiates preventative measures, such as identifying and investigating suspect software and other components. Ensures that existing problems and known errors in systems and services being brought into operation are understood and managed in the same way as those arising from operational incidents. Monitors deviations from requirements of agreed internal and/or external levels of service, and takes appropriate action.

6. Ensures that the necessary processes and procedures are in place to maintain or recover the delivery of systems and services in the event of any physical, technical or environmental disaster, providing continuity of service to the organization.

7. Monitors and reviews performance, throughput, availability and exceptional incidents and proposes and implements consequent improvements and initiates any required changes to ensure service levels continue to be met.

8. Forecasts strategic needs and contributes to the setting of policy for strategic and effective use of telecommunications within the organisation.

9. Works with senior management and other senior specialists in formulating policy and making procurement decisions applicable to areas of responsibility.

10. Ensures that assigned resources (staff, equipment, software, services, funding) are properly budgeted, utilised and accounted for. Within agreed standards and policies, competently plans the work of teams or project groups, monitoring and reporting progress, performance and quality against plans, handling all exceptions and escalating with proposed solutions.

11. In conjunction with other senior members of IT staff, provides authoritative advice and guidance on relevant national and international standards, regulations, protocols, and tariffs.

12. In conjunction with other senior members of IT staff, recommends policy for the effective use of telecommunications within the organisation, and designs innovative telecommunications solutions for complex and non-standard situations.

13. Manage staff and resources allocated to the job in accordance with the GLA’s policies and Code of Ethics and Standards.

14. Realise the benefits of London’s diversity by promoting and enabling equality of opportunities, and promoting the diverse needs and aspirations of London’s communities.

15. Realise the benefits of a flexible approach to work in undertaking the duties and responsibilities of this job, and participating in multi-disciplinary cross-department and cross-organisational groups and project teams.

Key contacts
	Accountable to


	Head of IT

	Accountable for
	Resources allocated to the job



	Principal contacts


	Mayor’s office, Assembly Members, GLA staff, contractors and suppliers


Person specification

Technical requirements/experience/qualifications

1) Familiar with all aspects of IT service delivery. 
2) Has a good overall knowledge of IT and of statistical methods and monitoring tools and is able to apply them in relation to telecommunications and networking.

3) Possesses a sound understanding of information and networking systems configuration. Knows the IT supplier market place and commercial issues in capacity procurement. 
4) Experience of managing a budget and of costing projects.

5) Good knowledge of the external environment and the ability to analyse the impact of this on IT.

6) Understanding of how the GLA’s wish to take a strategic lead in combating discrimination and promoting equality of opportunity in London can be enhanced and supported by this role.

Behavioural competencies

Competency title

STRATEGIC THINKING

…is using an understanding of the bigger picture to uncover potential challenges and opportunities for the long term and turning these into a compelling vision for action. 

Level 3 indicators of effective performance

· Translates GLA vision and strategy into practical and tangible plans for own team or delivery partners

· Consistently takes account of the wider implications of team’s actions for the GLA
· Encourages self and others to think about organisation’s long term potential
· Informs strategy development by identifying gaps in current delivery or evidence
· Takes account of a wide range of public and partner needs to inform team’s work
MANAGING AND DEVELOPING PERFORMANCE

… is setting high standards for oneself and others, guiding, motivating and developing them, to achieve high performance and meet the GLA’s objectives and statutory obligations.

Level 3 indicators of effective performance

· Motivates and inspires others to perform to their best, recognising and valuing their work and encouraging them to learn and reflect
· Sets clear direction and expectations and enables others to interpret competing priorities

· Agrees and monitors challenging, achievable performance objectives in line with GLA priorities 
· Manages performance issues effectively to avoid adverse impact on team morale and performance 
· Promotes a positive team culture that respects diversity and deals with barriers to inclusion
DECISION MAKING

… is forming sound, evidence-based judgements, making choices, assessing risks to delivery, and taking accountability for results.

Level 3 indicators of effective performance

· Makes sound decisions quickly on behalf of the GLA when a situation requires intervention
· Takes responsibility for team decisions, providing rationale when those decisions are questioned
· Involves senior stakeholders early in decisions that impact them
· Analyses organisational risks associated with decisions, including those with long term impacts, before committing to action 
· Encourages others in the team to make decisions in their own area of expertise, take appropriate risks and learn from experience
PLANNING AND ORGANISING
… is thinking ahead, managing time, priorities and risk, and developing structured and efficient approaches to deliver work on time and to a high standard.

Level 3 indicators of effective performance

· Monitors allocation of resources, anticipating changing requirements that may impact work delivery
· Ensures evaluation processes are in place to measure project benefits
· Gains buy-in and commitment to project delivery from diverse stakeholders
· Implements quality measures to ensure directorate output is of a high standard

· Translates political vision into action plans and deliverables

PROBLEM SOLVING
… is analysing and interpreting situations from a variety of viewpoints and finding creative, workable and timely solutions

Level 3 indicators of effective performance

· Clarifies ambiguous problems, questioning assumptions to reach a fuller understanding
· Actively challenges the status quo to find new ways of doing things, looking for good practice
· Seeks and incorporates diverse perspectives to help produce workable strategies to address complex issues
· Initiates consultation on opportunities to improve work processes 
· Supports the organisation to implement innovative suggestions 

RESPONDING TO PRESSURE AND CHANGE

… is being flexible and adapting positively, to sustain performance when the situation changes, workload increases, tensions rise or priorities shift.

Level 3 indicators of effective performance

· Clarifies direction and adapts to changing priorities and uncertain times
· Minimises the pressure of change for the directorate, lessening the impact for the team
· Uses change as an opportunity to improve ways of working, encouraging others’ buy-in

· Keeps staff motivated and engaged during times of change, promoting the benefits 
· Takes ownership for communicating change initiatives clearly, ensuring smooth implementation 

COMMUNICATING AND INFLUENCING
… is presenting information and arguments clearly and convincingly so that others see us as credible and articulate, and engage with us.

Level 3 indicators of effective performance

· Encourages and supports teams in engaging in transparent and inclusive communication

· Influences others and gains buy-in using compelling, well thought through arguments

· Negotiates effectively to deliver GLA priorities

· Synthesises the complex viewpoints of others, recognises where compromise is necessary and brokers agreement

· Advocates positively for the GLA both within and outside the organisation
BUILDING AND MANAGING RELATIONSHIPS

… is developing rapport and working effectively with a diverse range of people, sharing knowledge and skills to deliver shared goals. 

Level 3 indicators of effective performance

· Actively engages partners and encourages others to build relationships that support GLA objectives

· Understands and recognises the contributions that staff at all levels make to delivering priorities

· Proactively manages partner relationships, preventing or resolving any conflict 

· Adapts style to work effectively with partners, building consensus, trust and respect
· Delivers objectives by bringing together diverse stakeholders to work effectively in partnership 
Structure Chart
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Reasonable adjustment will be made to working arrangements to accommodate a person with a disability who otherwise would be prevented from undertaking the work.

