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Job Description
	Job title:
	Assistant Director ( User Services)

	Department/School:
	Computing Services 

	Grade:
	9

	Location:
	University of Bath


	Job purpose

	The Assistant Director of User Services will work as part of the Computing Services Director Team (comprising this post, Director of Computing Services, two other Assistant Directors (IT Infrastructure & Management Information Systems) and the Department Administrator) which operates as a cabinet.  Each Assistant Director will take on cross-departmental responsibilities as well as those directly linked to the business functions managed.  This post will be the advocate for Student Experience, Teaching Support, Service Quality, Continual Service Improvement and Customer Experience, and has the following key high level functions:
· Lead their five teams towards ever greater professionalism, and customer focus, while demonstrably improving the quality of service provision.

· Provide technical leadership and strategic direction-setting for innovation and technical development within their business function.
· Assist the Director of Computing Services, providing advice on strategy, policy and future planning - ensuring that the entire remit of services is covered.

· Liaise with members of the University’s Senior Leadership Team (VC / DVC / PVC / Vice-Presidents / Deans / Directors / etc.) as well as staff from Faculties and professional service departments at all levels of service provision.
· Take responsibility for the portfolio of services delivered by teams reporting to this post.




	Source and nature of management provided 

	Director of Computing Services.



	Staff management responsibility

	Details on Computing Services Organisation Chart.
The post-holder will be expected to implement and work within the University’s Policies, Procedures and Guidelines.




	Special conditions 

	Standard University business hours are 9.00am – 5.20pm Monday to Thursday and 09:00am – 5.10pm Friday. 
The post-holder may occasionally be required to undertake duties outside of standard University hours including evenings or weekends where the business need arises. The post-holder will be expected to join the Computing Services Emergency Out-of-Hours Service Rota.  
The post-holder will ensure full compliance with all Data Protection laws and any relevant University policies and guidelines.



	Main duties and responsibilities 

	

	1
	Strategic Planning
a. Lead the implementation of the IT Strategy within User Services, ensuring that Service Managers create, develop, maintain and report upon necessary operational Computing Services Service Plans.

b. Lead the development, implementation and on-going evolution of Key Performance Indicators (KPIs) within business function to drive Continuous Service Improvement (ITIL).
c. Act as a member of, attend and contribute to Technical and Business Programme / Project Boards – both within Computing Services and in support of wider University initiatives.
d. Be responsible for the overall development of the Computing Services Operations Plan within business function, and the delivery, implementation and refining of pertinent components of Computing Services’ forward thinking strategy.
e. Manage and maintain the business function’s operational budget, keeping a concise and prudent view on spending and project funding, contributing to the annual planning process to further improve services.
f. Develop and continually improve governance structures of services managed by teams reporting to this post.



	2
	Risk
a. Identify, report, manage and mitigate Computing Services risks associated with business function activities, and cross-Department risks that apply in the areas of the post-holder’s responsibilities.
b. Identify and report on business function / allocated general Computing Services risks that potentially impact at University level.


	3
	Management and Leadership
a. Be an active member of the Computing Services Director (Strategic) Team – with specific cross-team responsibility for Student Experience, Teaching Support, Service Quality, Continual Service Improvement and Customer Experience.
b. Advise the Director on the technical, temporal & resource viability, and the risk profile, of proposed major projects (emanating from Computing Services of where Computing Services is a delivery partner).
c. Be an effective member of the Computing Services Management Board (BMB) initiating and responding to cross team issues with a Student Experience, Teaching Support, Service Quality, Continual Service Improvement and Customer Experience component.
d. Plan and direct the strategic direction of work of business function staff, taking full management responsibility.  Guide and manage relevant service development and continual service improvement initiatives within business function.  Within business function, act as the ultimate arbiter of resource allocation in line with University strategic initiatives.
e. Line-manage all members of the senior team within the business function.  Develop their skills both individually and as a team so that they can provide the best service to the University including the induction, appraisal/SPDR and performance management of team members and the management of sickness/absence and discipline etc.

f. Understand, enact, and cause to be enacted all pertinent University policies, procedures and guidelines.
g. Oversee, direct, co-ordinate and develop the functional service groups within the division; namely Service Desk (including Assistive Technology and the IT Procurement function), Supporters (two teams), Audio Visual, and IT Literacy.
h. Promote and drive contact, liaison and service development between a sub-set of departments of the University and Computing Services, and direct and implement appropriately approved service enhancements.
i. Pay particular attention to engagement with members of the student community.
j. Ensure that all services and systems where development is led by business function are developed to reflect fully the University’s business requirements and that all projects are appropriately managed, resourced, and conform to agreed standards for testing, training, support, and documentation.
k. Promote within business function a culture in which all relevant persons, committees and end-users of Computing Services’ services are fully informed of, and where appropriate involved in, decisions about system development plans.
l. Ensure that services based on combined internal resource / supplier systems are appropriately resourced and that contracts reflect University business need.
m. Actively encourage personal and professional development of staff within business function in order to maximise staff productivity and career prospects.
n. Within business function, promote continual service improvement from a customer perspective.
o. Be fully aware of emerging Customer-facing and service support technologies.  Within Computing Services, lead on their integration into Computing Services’ services.
p. Build and maintain strategic relationships with key pertinent senior customers throughout the University.



	4
	Additional Duties and Responsibilities
a. Maintain a working knowledge of British, European and worldwide changes in sector best practice, and applicable legislation.
b. Undertake significant liaison with peers in other Higher Education Institutions and beyond.  Network with regional, national and international HE colleagues and interest groups.


	In addition to University provided training and development, you will undertake sufficient personal and professional development as required, ensuring skills and knowledge are up to date so that the role is performed to the required level.

You will from time to time be required to undertake other duties of a similar nature as reasonably required by your line manager.

Some occasional travelling may be required, for example to user groups or conferences.
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Person Specification
	Criteria:  Qualifications and Training
	Essential
	Desirable

	Educated to degree level or equivalent qualification or professional experience in a related field

	(
	

	A postgraduate qualification in a closely related and relevant subject (e.g. IS, IT, system engineering business computing etc.)


	(
	

	Professional project management qualification (e.g. PRINCE2 foundation or equivalent)

	
	(

	ILM (Level 5) Qualification or equivalent leadership and management qualification or experience

	(
	

	ITIL (Version 3 or later) Foundation Level Qualification or higher [or with training have achieved this qualification within their probation period]

	(
	


	Criteria:  Knowledge and Experience
	Essential
	Desirable

	Demonstrable experience of strategic planning for a computing service department


	(
	

	Knowledge / experience of ITIL Service Management


	(
	

	Experience of working in a leadership and management role in Higher Education

	
	(

	Experience of leading and delivering business process redesign and change management (within own department and across an organisation as a whole)


	(
	

	Significant experience of managing high value and complex technical projects (or programmes) – including budgetary and operational management


	(
	

	Proven experience of leading, managing and developing an effective professional team in a demanding, complex, technical environment with the capacity to engage/motivate others


	(
	

	Demonstrable knowledge of current legislation as applicable to IS / IT service


	(
	

	Experience of writing convincing reports and business cases
	(
	


	Criteria: Skills and Aptitudes
	Essential
	Desirable

	Excellent interpersonal, problem solving and analytical skills with the capability to gather, synthesise, précis and communicate critical information from many channels

	(
	

	Excellent organisational skills

	(
	

	Excellent communication skills including the ability to communicate complex technical material to mixed audiences and link it to business interests

	(
	

	Ability to work with HE staff at all levels

	(
	

	Proven leadership skills, with evidence of vision and strategic insight

	(
	

	Ability to work within a changing business and technical environment

	(
	

	A rigorous attitude to the application of strategies, policies and procedures, while maintaining a pro-active, flexible and agile approach to the provisions of solutions

	(
	

	Ability to combine the direction of separate teams to provide a strong customer focus

	(
	

	Financial awareness and probity

	(
	

	Ability to accept responsibility and accountability

	(
	

	Ability to deal with confidential and sensitive information with tact and discretion

	(
	


	Effective Behaviours Framework
The University has identified a set of effective behaviours which we value and have found to be consistent with high performance across the organisation.   Part of the selection process for this post will be to assess whether candidates have demonstrably exhibited these behaviours previously. 


	Managing self and personal skills:

Willing and able to assess and apply own skills, abilities and experience.  Being aware of own behaviour and how it impacts on others.

  

	Delivering excellent service:

Providing the best quality service to all students and staff and to external customers e.g. clients, suppliers. Building genuine and open long-term relationships in order to drive up service standards.

  

	Finding innovative solutions:

Taking a holistic view and working enthusiastically and with creativity to analyse problems and develop innovative and workable solutions.  Identifying opportunities for innovation.

  

	Embracing change:

Adjusting to unfamiliar situations, demands and changing roles.  Seeing change as an opportunity and being receptive to new ideas.

 

	Using resources:

Making effective use of available resources including people, information, networks and budgets.  Being aware of the financial and commercial aspects of the University.



	Engaging with the big picture:

Seeing the work that you do in the context of the bigger picture e.g. in the context of what the University/other departments are striving to achieve and taking a long-term view.  Communicating vision clearly and enthusiastically to inspire and motivate others.

  

	Developing self and others:

Showing commitment to own development and supporting and encouraging others to develop their knowledge, skills and behaviours to enable them to reach their full potential for the wider benefit of the University.

  

	Working with people:

Working co-operatively with others in order to achieve objectives.  Demonstrating a commitment to diversity and applying a wider range of interpersonal skills. 

  

	Achieving results:

Planning and organising workloads to ensure that deadlines are met within resource constraints.  Consistently meeting objectives and success criteria.
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