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	Job Description                
Reviewed April 2015

	Job Title: 
Business Systems and Process Manager
	Reports to:  
Operations Director

	Job Holder:  Karen Osborne
	Location: Extensive travel within group

	Job Purpose 
The Business Systems Process Manager is responsible for evaluating, designing, executing, measuring, monitoring and controlling all operational business systems and processes across the Group which include telephony, Broadband, Back Office Systems 
You will work to ensure that business process outcomes are in harmony with the organisations strategic goals and work collaboratively across all departments.

.

	Principal Accountabilities 
· Take a leading role in the development, implementation and management of the Group’s IT systems infrastructure. 

· Manage the maintenance and improvement of existing systems

· Implement all system upgrades as necessary with the support of third parties

· Identify system development and integration opportunities to benefit the Company

· Support teams in the use of all systems and processes

· Documentation of system processes and procedures
· Oversee all centre’s comms rooms to ensure they are maintained to the standard required for delivering services to our clients
· Coordinate any technical training liaising with relevant teams
· Maintain strong relationships with third party suppliers and technical teams

· Ensure excellent data integrity and robust reporting capabilities where required

· Manage the process and procedure manual updates when required
· Manage budget responsibility for Systems and IT related issues when required.

· Manage audit control where required throughout the centre network to ensure all processes and procedures are adhered to
· management and mitigation of risk and control on all systems
· Manage additional projects to improve the Group’s current systems and processes when required.
· Manage and set up all new centres implementing system, processes and training of new staff when required.
· Manage negotiation for all renewal of systems products through a tender process

· Manage super users for Back office systems and Telephony holding quarterly meetings 

· Meet with third party suppliers on a quarterly basis 

· Attend  Regional and Operation meetings when required

· Provide reporting updates in line with management requirements 
· Ensure suitable  back up for all systems and that a robust disaster recovery process

            that is tested at least annually 

Systems included but not limited to are:

Ultrasoft 

Portal for meeting room bookings

Sage Pay

Contego

Avaya and all other telephone systems within the group

Elephant
Mesh

CMS – Management of Website 

Mobile Phones

Intranet

Computer document drives i.e shared network folders

Procedure and Processes

Operational Handbook

Policies and Procedure Manual

Centre Bibles

Instruction Manuals



	1. Person Specification
Key Knowledge and Experience Required:

· Demonstrable senior level experience in a multi-site operational, Customer Relationship Management role.
· Excellent Project Management and planning skills
· Works proactively in a highly organised manner, self-motivated with the ability to manage time, prioritise a heavy workload and remain calm under pressure.
· Numerate and literate with excellent communication skills at all levels.  Ability to clearly present and deliver concise ideas and information at the highest level.
· Strong sales, negotiation and influencing skills.

· Experience of senior level networking and developing new business relationships.

· IT literate, particularly in MS Office, databases, the application of sales, web marketing and business media.

· Self-motivated and the ability to carry out responsibilities with minimal supervision.
· Creative thinker able to provide innovative ideas and solutions to problem solving

· A team player able to work independently and work with minimum supervision

· Be able to move swiftly from requiring attention to detail into the bigger picture

	This job description is intended to reflect, in outline, the responsibilities of the post-holder which may change over time in line with the Corporate and local business needs of Basepoint.  It will therefore be subject to periodic review.


