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	ROLE PROFILE

	
	Lead Service Manager - Product

	Reports to:
	Head of Service Management

	Grade:
	Lead Professional / Technical	Job Family: 
	Change
	Leadership Responsibility:
	Direct Reports:
	0
	Indirect Reports:
	0
	Regulatory Information: 
	Not Applicable
	Location:
	Binley, Coventry. Team-led hybrid working arrangements apply.
	Working hours:
	35

	Effective Date:
	V1 11/02/2022
	WD Job Code:
	JC_0742

	ABOUT THE ROLE 

	
Reporting into the Head of Service Management, the Lead Service Manager is accountable for driving service management activities in a Scaled Agile Product Team environment. responsible for a quality, cost-effective IT Service being delivered

The role will ensure a quality, cost-effective IT Service is being delivered in the aligned Product Team(s) and that new services are transitioned into live with the appropriate governance and velocity to support MVP delivery. The role will work closely with Shared Service Management and other Practice areas to ensure an Enterprise wide understanding of service dependencies are visible and understood, driving improvement and influencing the priority on demand and investment decisions.  The role will also represent the Product Team in PI Programme Planning events inputting and influencing Service and Transition activities required.

The role will reside in the IT Service function, but will be aligned to individual Product Teams where most of their day-to-day activity will reside.  High Level Activities will Include:
· Accountable for end to end delivery of services within each Product Team; ensuring a quality service is consistently delivered to agreed service level agreements (SLA’s)
· Accountable for customer satisfaction of all services delivered within a designated Product Team and Business Area, including the on-going review of performance against Service targets and SLA’s.
· Accountable for internal Service Reviews within each Product Team. 
· Accountable for managing external 3rd Party Service Reviews with key partners delivering contracted IT services to each Product Team e.g. BT, Microsoft etc.
· Responsible for driving the Technology roadmap by highlighting persistent service issues and poor colleague experience, via risk & problem management processes, working to prioritize and promote improvements in each Product Team.
· Responsible for the introduction of new or changed Services, facilitating and driving Service Transition activities within aligned Product Teams.
· Sharp focus on Product Model Service Responsibilities with particular focus on ensuring service consistency through early life.
· Drive appropriate service acceptance criteria to support (MVP) and build Early Life Support Approach and Warranty.
· Understand and communicate Service Implementation methodology, gaining support for the process and drive improvement of deliverables with particular focus on introducing increased levels of automation.
· Work with the Product Team to help design Facilitate localised Transition activities for User Stories

This is a leadership role as defined by the Coventry’s leadership capability framework.  In the teams that you work in and/or manage you will create an inclusive environment where people feel safe to speak up, voice concerns and suggest ideas.  You will seek input from others in order to test assumptions, challenge thinking and bring in new perspectives.  





	ABOUT YOU 

	  The successful candidate will:
· Outstanding communication skills, both written and verbal and able to structure both technical and business information in a clear and concise manner.
· Have an Agile Mind-set and demonstrate Enterprise thinking when making decisions and influencing. 
· Strong facilitation and negotiating experience when dealing with complex issues and requirements driving the appropriate outcomes.
· Be self-starter who can lead and champion Service Management in an agile environment; must be able to deliver to deadline and self-motivate to succeed in this challenging role.
· An authentic ‘servant-leader’ who takes responsibility for ensuring the team’s success ahead of your own needs. You take a coaching approach and empower others to make decisions that lead to great outcomes.
· You are passionate about ensuring the business delivers a great customer service and experience. Seeking to understand how decisions impact the end user and asking question to gain insight into the customer perspective and experience.
· Create a culture of continuous improvement.  You learn from mistakes and use the experience to change how you and the team respond to similar situations in the future. 
· Be intellectually curious; you have an analytical approach to problem solving and encourage ideas and challenge. 
· Be highly self-aware and emotionally intelligent, you understand your impact on others and take time to understand all colleagues and help them to operate at their best.
· With great resilience you maintain energy and enthusiasm, and embrace situations positively. 
· Have the ability to respond to, negotiate with and lead customers, users and internal/external suppliers at all levels with a strong commercial acumen.
· Have strong attention to detail when amending, reviewing service and project documentation.
· Be able to extract key information and formulate appropriate designs and plans when required.

	REQUIREMENTS: 

	
· Have a strong mastery of Technology Service Management concepts, theories and techniques within a Scaled Agile Product Model 
· Educated to degree level or equivalent
· ITIL V3/V4 Foundation with further qualification Lifecycle Cert in Service Transition essential.
· Experience with Service Design and Transition Activities in a scaled agile delivery environment essential.
· Working understanding of Agile Ceremonies and DevOps Techniques.
· Essential experience of working in a complex, pressurised production environment.  
· Financial services experience would be desirable.
· Use of Microsoft Office Products essential. Jira, Confluence working knowledge would be advantageous. 
· Wide Cloud, Digital, Infrastructure experience preferred.    





	YOUR KEY RESPONSIBILITIES. (Additional detailed performance objectives will be set by your manager)

	General Profile
	· Key Service and Transition role working at the Product Team level.
· Responsibility for driving Service Transition Activities and helping drive service performance within Product Model
· Represent Product Team Service and Transition requirements at PI Planning events.

	People & Relationships
	· Act as the main conduit between the Product Team and other Services ensuring Service Experience is visible, driving improvements and influencing priorities as required.
· Foster Successful facilitation and collaboration between all Product and service stakeholders (Practices) to drive aligned deliverables in a timely manner.
· Interface into Service Improvement governance, responsible for translating and delivery of service requirements into Scaled Agile Ways of Working.
· Be the client contact point for supplier & internal teams on service transition matters.
· Accountable for internal Service Reviews within each Product Team. 


	Governance, Risk & Controls
	· Drive service transition activities through appropriate governance processes.
· Highlight exceptions and work with stakeholders resolve risks and issues.
· Help drive compliance & quality ensuring appropriate governance processes are navigated.
· Responsible for the creation and delivery of Service Documentation as required.


	Impact, Scale & Influence
	· This high Impact role will be essential in helping ensure Service Deliverables are an integral at both a Product Team and Programme Level. The role will be a Lead position at Product Team level and Key Stakeholder for Programme Level PI Planning Events. 
· Acting as the main conduit between the Product Teams, Service Management and other Practices to deliverables influencing stakeholders to adopt the appropriate designs, controls and decisions to support both timeliness and quality 

	Decision Making / Problem Solving 
	· You will be responsible for driving & facilitating Problem Solving where gaps have been identified in service, deliverables or solutions. 
· Ensure appropriate stakeholders engaged and the necessary decision making processes and approvals have been navigated.

	Comparable Roles
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