Chiltern Way Academy Trust
IT Operations Manager
Job Description: DRAFT for recruitment
	Job Title:  IT Operations Manager
	Section:  IT / Digital Services

	Reports to:  COO until Director of Digital Transformation is recruited.

	Working Pattern:  37 hours per week
	Working Weeks per annum:  52

	Responsible for:  ICT Technicians (in-house team)
	Liaison:  Outsourced ICT support provider



	JOB PURPOSE

	To manage the day-to-day operational delivery of ICT services across the Trust's campuses: line-managing the in-house ICT Technician team, holding the outsourced ICT support provider to account, and keeping ICT infrastructure, licensing and assets in good order.
This is an operational delivery role: it implements ICT service standards and budgets set by others, rather than setting the Trust's digital strategy, technical standards or ICT budget itself. Strategic direction for digital, data and AI is set by the Director of Digital Transformation.



	MAIN DUTIES AND RESPONSIBILITIES

	1.	Line-manage the Trust's ICT Technicians, deploying and coordinating their time and site cover across all campuses, and undertaking regular one-to-ones and performance reviews.
2.	Own the day-to-day relationship with the Trust's outsourced ICT support provider(s), monitoring ticket volumes and SLA performance, and managing 2nd/3rd line escalations the outsourced desk cannot resolve.
3.	Keep ICT infrastructure, hardware and software across all campuses maintained and in good working order, escalating capital or strategic investment needs to the Director of Digital Transformation.
4.	Administer day-to-day ICT procurement, obtaining quotes, raising purchase orders and managing supplier relationships, within the Trust's procurement policy and approved framework contracts. The post holder does not set procurement policy.
5.	Monitor ICT expenditure against the central and campus-level IT budgets and flag variances to the Director of Digital Transformation and COO. The post holder does not set the IT budget.
6.	Monitor and maintain compliance with software and hardware licensing obligations across all campuses, keeping accurate asset and licence registers and reporting non-compliance to the Director of Digital Transformation.
7.	Support the technical elements of data protection and cyber security compliance (for example patching, access controls and backups), referring policy and governance matters to the DPO and Director of Digital Transformation.
8.	Lead the operational delivery of ICT onboarding for schools joining the Trust.
9.	Maintain clear, up-to-date operating procedures and user guidance for ICT systems and services, and ensure these are accessible to employees.
10.	Coordinate delivery of practical employee ICT training and induction, in line with priorities set by the line manager.
11.	Act as first point of technical escalation during incidents affecting ICT service continuity, in line with the Trust's Business Continuity and Emergency Plan.
12.	Undertake all other reasonable duties as required by the Director of Digital Transformation or COO.



	SCOPE

	The scope of the role includes:
1. Line management of the Trust's ICT Technicians, deployed flexibly across all campuses / Schools;
1. Day-to-day oversight of an outsourced ICT support contract covering frontline (1st line) ticketing;
1. Monitoring (not setting) of an ICT operational budget;
1. Currently Ten special school sites, plus one mainstream primary 
1. The Trust's core MIS and administrative systems, and curriculum and administration software as directed by the line manager;
1. Devices, networking, servers and peripherals across all campuses



	KNOWLEDGE, QUALIFICATIONS, SKILLS AND EXPERIENCE

	Knowledge / Qualifications
1. Educated to degree level in a relevant subject, or with equivalent professional experience;
1. A recognised qualification in MS server, networking and/or workstation management;
1. Working knowledge of information security and data protection principles as they apply to day-to-day ICT operations.

Skills
1. Ability to manage, motivate and deploy a small technical team across multiple sites;
1. Ability to manage supplier and outsourced-provider relationships and hold them to agreed service levels;
1. Strong organisational skills, able to manage competing operational demands across multiple campuses;
1. Ability to communicate clearly with employees of all technical abilities, in person and in writing;
1. Confident operating within budgets, policies and standards set by others, escalating rather than resolving matters outside the role's scope.

Experience
1. Managing or supervising ICT technical employees in a multi-site or customer-facing environment;
1. Managing vendor, contract or SLA relationships;
1. Experience in an education setting is desirable but not essential.




	JOB FEATURES

	Planning and Organising
1. Maintaining ICT service delivery within the operational budget set by the line manager;
1. Planning technician deployment and site cover across all Trust campuses;
1. Organising day-to-day procurement, licensing and asset management.

Decision Making
1. Day-to-day operational and technical decisions, within the Trust's financial and procurement procedures;
1. Allocation of technician time and management of outsourced-provider escalations;
1. Does not set the ICT budget, Trust-wide technical standards or digital strategy: these sit with the COO / Director of Digital Transformation.

Internal / External Relationships
The post holder would communicate and liaise with:
1. The Director of Digital Transformation (line manager) and the COO;
1. ICT Technicians (direct reports);
1. The outsourced ICT support provider;
1. Headteachers, School Business Managers and campus employees;
1. External suppliers and contractors.

Problem Solving
1. Balancing competing day-to-day support demands across all campuses;
1. Managing outsourced-provider performance against agreed service levels;
1. Escalating, rather than resolving alone, matters of strategy, policy or significant investment.





	PERSON SPECIFICATION


Candidates should provide evidence in their application that they meet each of the essential criteria. Applicants who do not demonstrate the essential criteria will not normally be shortlisted.
Key: ✓ indicates the criterion applies under that column.
	Criterion
	Essential
	Desirable
	Assessed by

	QUALIFICATIONS AND TRAINING

	Educated to degree level in a relevant subject, or equivalent professional experience
	✓
	
	Application

	A recognised qualification in MS server, networking and/or workstation management
	✓
	
	Application

	EXPERIENCE

	Managing or supervising ICT technicians in a multi-site or customer-facing environment
	✓
	
	Application / Interview

	Managing vendor, contract or SLA relationships
	✓
	
	Application / Interview

	Experience in an education setting
	
	✓
	Application / Interview

	KNOWLEDGE AND UNDERSTANDING

	Working knowledge of information security and data protection principles as they apply to day-to-day ICT operations
	✓
	
	Interview

	Understanding of the Trust's specialist SEMH, ASC and EBSNA context and its implications for safe, reliable ICT
	
	✓
	Interview

	SKILLS AND ABILITIES

	Ability to manage, motivate and deploy a small technical team across multiple sites
	✓
	
	Interview

	Ability to manage supplier and outsourced-provider relationships and hold them to agreed service levels
	✓
	
	Interview

	Strong organisational skills, able to manage competing operational demands across multiple campuses
	✓
	
	Interview

	Ability to communicate clearly with employees of all technical abilities, in person and in writing
	✓
	
	Application / Interview

	Confident operating within budgets, policies and standards set by others, escalating rather than resolving matters outside the role's scope
	✓
	
	Interview

	PERSONAL QUALITIES AND ATTRIBUTES

	Commitment to safeguarding and promoting the welfare of young people
	✓
	
	Interview

	Calm and professional under pressure when responding to incidents affecting service continuity
	✓
	
	Interview

	Able to work independently and use initiative, while escalating appropriately
	✓
	
	Interview

	SAFEGUARDING AND ADDITIONAL REQUIREMENTS

	Willingness to travel and work flexibly across the Trust's campuses
	✓
	
	Application / Interview

	Subject to an enhanced DBS check for the Child Workforce
	✓
	
	Pre-employment
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