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JOB DESCRIPTION

	Job Title
	Head of IT Operations & Delivery

	Service / School
	IT Services

	Grade 
	H

	Location
	Docklands

	Reporting to 
	Associate Technical Director

	Dotted line responsibilities
	N/A

	Line management for 
	Applications Development & Support Team Leader, MS Dynamics Specialist, EUC Team Lead, Cloud Infrastructure Specialists

	Key working relationships: Internal 
	Associate Technical Director / Technical Director and Director of IT; Solution Architects and Enterprise Architecture; Heads of Professional Services and Academic stakeholders; IT Service Desk and Customer Support functions; Information Security and Governance teams; Project and Programme Management Office (PMO)

	Key working relationships: External 
	Vendors, managed service providers and delivery partners; Sector partners and professional networks

	Contract type/ Hours 
	Permanent, full time


 
Build your career, follow your passion, be inspired by our environment of success 


THE UNIVERSITY OF EAST LONDON

If you are seeking a career that combines innovative education with a passion for crafting positive change, look no further than the University of East London. Founded in 1898 to meet the skills needs of the 2nd industrial revolution, we’re now in Year 7 of our ground-breaking 10-year Vision 2028 strategic plan, orchestrated by our Vice-Chancellor and President, Professor Amanda Broderick.

Our goal is to advance industry 5.0 careers-first education and provide a clear path to the jobs and opportunities of the future. We are committed to driving diversity in the 5.0 talent pipeline, working in partnership to promote talent wherever it is found and creating a sustainable, inclusive, and green future.

But we can't achieve this goal alone. We need forward-thinking, innovative, and curious individuals like you to join our community and help us shape the future. As part of our team, you'll have the opportunity to work with a diverse range of people who share your passion for generating positive change. We’re an inclusive and welcoming community that is constantly moving forward, never satisfied with the status quo.

If you're ready to join a team that values your outstanding skills and perspectives and is dedicated to making a difference, we invite you to explore a career with us. We are excited to welcome versatile individuals who are committed to advancing their careers while making a positive impact on the world.

BRIEF OVERVIEW OF SERVICE/SCHOOL: IT SERVICES

UEL (University of East London) IT Services is a centralized resource working collaboratively with the University community to transform UEL's digital landscape in line with the University’s Vision 2028 strategic plan. Engaging in ground-breaking initiatives delivered within a dynamically developing cloud environment, IT Services work closely with staff, students, partners and other key stakeholders to identify technological enhancements to our learning and working environments. We implement, develop and provide support for systems and services within the university’s IT Service Portfolio.

JOB PURPOSE
As Head of IT Operations & Delivery, you’ll provide senior operational leadership across key IT delivery and service functions, ensuring the effective management, performance and continuous improvement of the University’s IT services.
You’ll lead and coordinate multiple technical teams responsible for the delivery and support of enterprise applications, infrastructure platforms, network services, end user computing, and systems integration. The role will ensure that services are secure, resilient, cost-effective and aligned to the University’s strategic objectives.
You’ll also provide leadership in operational governance, service performance management and delivery planning, ensuring effective prioritisation, resource utilisation and stakeholder engagement.
KEY DUTIES AND RESPONSIBILITIES
Leadership & Management
· Provide leadership, direction and management to a multi-disciplinary portfolio of technical teams, ensuring effective operational performance and delivery outcomes.
· Manage, develop and support team leaders and managers, ensuring clear accountability, performance objectives, professional development and succession planning.
· Promote a positive culture of collaboration, accountability, customer service and continuous improvement.
· Lead workforce planning activities including recruitment, retention, training and skills development.
· Ensure appropriate staff wellbeing, engagement and compliance with university policies and HR processes.
IT Service Operations & Stability
· Ensure the availability, performance, resilience and recoverability of key IT services and platforms, including both on-premise and cloud-hosted services.
· Provide oversight of operational processes including incident management, problem management, change management, release management and service continuity planning.
· Ensure that appropriate escalation and governance is applied to major incidents, including leadership of response and coordination of technical teams.
· Ensure that root cause analysis is undertaken and that corrective and preventative actions are implemented to reduce service disruption.
· Maintain appropriate operational documentation, service records and technical procedures across all teams.
Delivery Management and Operational Planning
· Provide leadership and oversight for the delivery and support of enterprise applications, integrations, infrastructure and end user computing services.
· Ensure effective prioritisation, scheduling and coordination of work across operational support, enhancement and project delivery activities.
· Ensure that delivery is planned and executed in a controlled and consistent manner, with appropriate quality assurance, testing and release practices.
· Work closely with Solution Architects and senior technical colleagues to ensure solutions are supportable, maintainable and aligned with enterprise standards.
· Ensure that operational readiness and support models are in place prior to service go-live.
Customer and Stakeholder Engagement
· Act as a senior point of contact for University stakeholders in relation to service performance, operational delivery, prioritisation and technical service planning.
· Establish effective relationships with academic and professional service departments to ensure IT services meet institutional needs.
· Communicate complex technical issues clearly to non-technical audiences, ensuring that service risks and constraints are understood.
· Support service review meetings and ensure service performance reporting is shared with appropriate stakeholders.
Governance, Performance & Continuous Improvement
· Establish and monitor service KPIs and operational dashboards to drive improvements.
· Produce regular reports on service performance, risks, delivery progress, capacity and operational priorities.
· Identify and implement opportunities for automation, standardisation and improved processes across IT operations.
· Ensure policies, procedures and operational documentation are maintained and adhered to.
Security, Compliance & Risk
· Ensure IT operational practices align with cyber security policies and standards.
· Support compliance with GDPR, information governance, and relevant regulatory requirements.
· Work closely with security and governance colleagues to ensure appropriate controls are embedded in operational delivery.
· Ensure appropriate patching, vulnerability management and operational security controls are in place.
Stakeholder & Vendor Management
· Act as a key point of contact for senior stakeholders regarding operational performance and delivery outcomes.
· Build strong working relationships with academic and professional services departments.
· Manage third-party suppliers and contracts relevant to IT operations and service delivery.
· Ensure suppliers meet contractual obligations and deliver value for money.
General Responsibilities
· Contribute to the development and implementation of IT strategy, ensuring that operational capabilities support institutional priorities.
· Participate in out-of-hours escalation arrangements and major incident response as required.
· Undertake other duties consistent with the grade and responsibilities of the post as required by the line manager.
· Ensure compliance with university policies relating to equality, diversity and inclusion, health and safety, and data protection
The duties and responsibilities outlined above provide a general overview of the range of tasks that this role at the University of East London may be required to perform. Please note that this job description is not exhaustive, and additional tasks aligned with the role's grade may be assigned as needed. 

The job description may also be updated to reflect changes in circumstances, and employees will be consulted if any amendments are required.

All employees must adhere to all UEL policies and regulations. Employees are also expected to actively contribute to building and maintaining a positive reputation for UEL in all their professional activities.

















PERSON SPECIFICATION

The University's Core  Values are Passion, Inclusion, Courage, and they are at the root of everything we do and everyone in our community is expected to demonstrate them. 

The table below outlines the essential and desirable criteria required to perform the role effectively. Candidates will be shortlisted based on how closely they meet these criteria.


	Category

	Essential Criteria
	Desirable Criteria

	Education & Qualifications

	· Degree level qualification or equivalent relevant professional experience.
	· ITIL certification (Foundation or above)
· Project management qualification (PRINCE2, Agile, MSP)
· Relevant technical or leadership qualifications

	Experience & Knowledge

	· Significant experience in a senior IT operational leadership role within a complex organisation (preferably Higher Education, public sector, or similarly regulated environments)
· Proven experience managing multi-disciplinary technical teams (applications, infrastructure, networking and EUC)
· Strong understanding of IT service management and operational best practice (ITIL aligned)
· Experience with cloud platforms (Azure/AWS), hybrid infrastructure and modern endpoint management (Intune, SCCM etc.)
· Experience of overseeing delivery functions including development/support teams and technical implementation
· Experience managing third-party suppliers and contracts

	· Knowledge of cyber security frameworks and operational security controls
· Experience working in Higher Education or public sector environments
· Experience of DevOps practices, CI/CD pipelines, and release management
· Experience managing integration platforms (APIs, middleware, ESB, iPaaS)
· Experience contributing to enterprise-level service strategies and digital transformation programmes


	Skills & Abilities

	· Strong leadership skills with demonstrable experience of developing managers and leading teams through change
· Ability to translate strategic objectives into operational delivery plans
· Strong stakeholder management skills with experience engaging senior non-technical stakeholders
· Excellent written and verbal communication skills
· Strong analytical and problem-solving skills with the ability to manage competing priorities under pressure

	

	Other Competencies

	· Strategic thinking with strong operational execution
· Leadership and accountability
· Collaboration and influencing
· Customer and service focus
· Managing complexity and ambiguity
· Continuous improvement mindset
· Calm decision-making under pressure
· Strong governance and control orientation.

	






Further Information: 

We're a disability confident employer and value all applications. Please let us know if you require any reasonable accommodations throughout the recruitment process.
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