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Role Profile


Business Systems Manager




Role Purpose 
The role is responsible for the design, development, delivery, quality and ongoing effectiveness of business systems solutions, whilst providing a professional, efficient and effective support service to business-as-usual activity. The role will lead and manage defined areas of business system responsibility, taking ownership of key stakeholder relationships, service delivery, system improvements, change activity and delivery of strategic priorities.

Key Accountabilities   

Business Strategy
· To analyse business requirements and engage with stakeholders to design system solutions that meet organisational needs to support effective and sustainable service delivery.
· To support the Business Change Management Process by undertaking impact assessments for system changes to understand cross-system implications to enable informed and risk-aware decision making.
· To contribute to system planning and decision-making forums to shape future system capability to improve organisational effectiveness and user experience. 
Transformation
· To coordinate transition from project delivery into business-as-usual activity to ensure continuity of service to maintain system effectiveness over time.
· To manage defined projects or system initiatives end-to-end to deliver agreed outcomes within scope to support organisational priorities.
· To provide support during project implementation and roll-out to ensure changes are delivered effectively to enable successful adoption and embedding.
Systems
· To take operational ownership of defined systems to manage performance and functionality to ensure systems remain effective, reliable and fit for purpose.
· To monitor automated system alerts, scheduled system checks and controls proactively to identify improvement opportunities to enhance system capability to drive continuous improvements.
· To lead and manage the delivery of relevant Care Systems incidents and requests to ensure timely resolution to meet service level expectations
· To take ownership of escalated and complex service desk tickets, applying technical expertise and sound judgement to investigate root causes, coordinate appropriate support, and deliver timely resolutions that minimise disruption to colleagues and maintain effective IT service delivery.
· To provide effective support to the IT Systems Specialist by assisting with support desk tickets and business-as-usual tasks as required, helping to maintain system performance, progress user requests, and ensure colleagues receive timely, reliable IT support that enables them to work effectively.
· To allocate, prioritise and coordinate system support activity to manage workload effectively to ensure consistent and high-quality service delivery.
· To make informed decisions on system changes, configurations and issue resolution within defined authority levels to enable efficient service delivery to minimise delays and dependencies
· To assess the potential impact of changes across IT systems, identifying risks, dependencies and operational implications so that changes are implemented safely, system stability is maintained, and continuity of service is protected for colleagues and the wider organisation
Legal and Risk
· To recognise and escalate high-risk, complex or business-critical decisions at the appropriate point, providing clear information and recommendations to support informed organisational oversight, protect system integrity, and reduce the risk of disruption to business operations.
Leading and Managing a Team
· Lead, develop and motivate their team to attract, retain and develop the capacity, capability and talent to create a high performing team and achieve local objectives.
· Set expectations and manage, monitor, coach and develop team members to ensure that they maximise their performance, meet the required standards, and continuously develop their capabilities and experience
Business Relationships	The post holder will be responsible for maintaining effective and productive working relationships with the supporting Business Systems Partners, Business Managers, Specialists and Support Services functions.

Geography	This is a national role. 

Travel Expectation 	This role is primarily a hybrid working role, with the requirement to attend meetings in Old Market Court, Widnes.  

Budgets	This role will not have any direct budgetary accountability. 

	Best Lives Bolder Success Measures

	Excellence
	· Service delivery: Evidence from IT support desk data, incident logs, service request records and service level reporting demonstrates timely, consistent and high-quality resolution of system issues.
· System reliability: Evidence from system performance reports, automated alerts, scheduled checks and recurring issue logs demonstrates that assigned systems remain stable, effective and fit for purpose.
· Problem resolution: Evidence from root cause analysis records, escalation logs and repeat incident trends demonstrates that complex issues are investigated effectively and resolved sustainably.


	Enabling
	· Business-as-usual continuity: Evidence from transition plans, handover records, support documentation and BAU activity logs demonstrate that projects and system changes are embedded effectively into ongoing service delivery.
· User support: Evidence from stakeholder feedback, support desk records, user guidance and training/support materials demonstrates that colleagues receive clear, timely and practical support to use systems effectively.
· Team capability: Evidence from supervision records, workload allocation, coaching conversations and team performance information demonstrates that colleagues are supported to deliver consistent and effective system support.


	Influence
	· Stakeholder engagement: Evidence from meeting notes, feedback from Business Systems Partners, Business Managers, Support Services and third-party suppliers demonstrates effective collaboration and productive working relationships.
· Change impact: Evidence from change request documentation, impact assessments, risk records and decision-making forums demonstrates that system changes are assessed thoroughly and implemented with appropriate oversight.
· Decision support: Evidence from recommendations, escalation records, project updates and governance discussions demonstrates that the post holder provides clear information to support informed and risk-aware decision making.


	Reach
	· System improvement: Evidence from improvement logs, project records, process reviews and system enhancement documentation demonstrates contribution to improved efficiency, usability and reduced manual work across the organisation.
· Project delivery: Evidence from project plans, delivery updates, implementation records and stakeholder feedback demonstrates that agreed system initiatives are progressed within defined scope and organisational priorities.
· Organisational impact: Evidence from colleague feedback, service continuity records, business change outcomes and frontline service feedback demonstrates that system support and improvements positively contribute to wider organisational effectiveness.




	Structure






Qualifications, Experience, and Knowledge
· Relevant qualification: Holds a degree, equivalent professional qualification or relevant vocational qualification in IT, business systems, digital services, business analysis or a related discipline.
· Business systems experience: Demonstrates experience of working with business-critical systems, including supporting, configuring, monitoring or improving system functionality in an operational environment.
· Systems support: Demonstrates experience of providing responsive business systems or IT application support within a multi-system environment, including managing incidents, requests and service desk activity.
· Problem investigation: Demonstrates experience of investigating system issues, identifying root causes, coordinating appropriate support and implementing effective resolutions.
· Change management: Demonstrates experience of supporting system change activity, including impact assessments, testing, implementation planning and transition into business-as-usual service delivery.
· Project delivery: Demonstrates experience of contributing to or managing system projects, improvement initiatives or service changes from planning through to implementation.
· Stakeholder engagement: Demonstrates experience of working with internal stakeholders, technical colleagues and third-party suppliers to understand requirements, resolve issues and deliver effective system solutions.
· Care systems knowledge: Demonstrates knowledge or experience of operational systems used within a care, health, social care or similarly regulated service environment.
· Nourish or Radar knowledge: Demonstrates knowledge or experience of Nourish, Radar or comparable care management, quality, governance or operational reporting systems.
· ERP knowledge: Demonstrates understanding or experience of ERP systems, preferably Unit4 Business World or Agresso, to support cross-system working and organisational processes.
· Microsoft Excel: Demonstrates advanced Microsoft Excel knowledge, including the ability to analyse, manipulate and present data to support system monitoring, reporting and decision making.
· Service delivery knowledge: Demonstrates understanding of service desk processes, service level expectations, escalation routes and the importance of timely, high-quality user support.
· Risk and governance: Demonstrates knowledge of system risk, data integrity, change controls and escalation requirements to support safe and effective system operation.
· Workload management: Demonstrates experience of prioritising competing demands, working to deadlines and coordinating activity to maintain continuity of service.
· Team leadership: Demonstrates experience of supervising, coaching or supporting colleagues to deliver consistent performance, develop capability and achieve service objectives.

Competencies, Skills, and Abilities
· Communication: Communicates clearly and confidently with technical and non-technical audiences, using appropriate written and verbal communication to explain issues, options, decisions and next steps.
· Stakeholder management: Builds effective and productive relationships with internal colleagues, Business Systems Partners, Business Managers, Support Services functions and third-party suppliers.
· Analytical thinking: Analyses business requirements, system issues, data, risks and dependencies to understand the wider impact of decisions and identify practical solutions.
· Problem solving: Applies structured judgement to investigate complex issues, identify root causes, coordinate appropriate support and deliver effective resolutions.
· Technical confidence: Uses sound technical understanding to support, configure, monitor and improve business systems within defined areas of responsibility.
· Service focus: Maintains a strong focus on providing timely, reliable and high-quality support that enables colleagues to use systems effectively and minimise disruption.
· Planning and organisation: Prioritises competing demands, coordinates workload effectively and manages system support, change activity and project tasks within agreed timescales.
· Change delivery: Supports the planning, testing, implementation and embedding of system changes so that improvements are delivered safely and effectively into business-as-usual activity.
· Risk awareness: Recognises system risks, data integrity issues, operational dependencies and business-critical decisions, escalating appropriately with clear information and recommendations.
· Decision making: Makes informed and proportionate decisions within defined authority levels, balancing user needs, system stability, organisational priorities and risk.
· Continuous improvement: Identifies opportunities to improve system functionality, process efficiency, user experience and service delivery across the organisation.
· Leadership: Leads, supports, coaches and motivates colleagues to maintain performance, develop capability and deliver consistent service outcomes.
· Collaboration: Works constructively across teams and with external partners to share information, resolve issues and deliver system solutions that meet organisational needs.
· Attention to detail: Applies accuracy and care when reviewing system information, testing changes, completing documentation and assessing the impact of decisions.
· Resilience and flexibility: Adapts to changing priorities, responds constructively to pressure and works flexibly to meet deadlines and business needs.
· Accountability: Takes ownership of defined systems, service areas, escalated issues and agreed actions, following through to resolution and learning from outcomes.

Tasks and Responsibilities (representative, not exhaustive)
· Analyse business requirements, to ensure key projects are in line with the needs of the business and delivery timescales are achievable.
· Review plans, progress and requirements with Business Partners. 
· Assist the IT Systems Specialist during the management and transition between project and delivery phases.
· Develop and maintain test plans, undertake the testing of new functionality and system upgrades whilst conforming to system specifications.
· Identify opportunities for improvement and suggesting a practical implementation strategy.
· Liaise with key areas and stakeholders of the business to understand requirements and provide appropriate solutions.
· Overall responsibility for the oversight and management of the IT Support Desk, with a focus on Care Systems related incidents and service requests.
· Carrying out impact assessments for relevant Care Systems Change Requests and liaising with key business areas, IT and third-party suppliers.
· Identify and escalate issues to the relevant manager or colleague.
· Undertake key learning and development in line with organisation requirements.

Behaviours and Values
At Community Integrated Care “how” you approach your work is just as important as “what” you do. With that in mind, we have outlined the key behaviours that we look for at each level in our charity. This role aligns with level 3B our guide to behaviour. 

Job Evaluation

Internal Evaluation Level: 3B
External Evaluation Level: 3B


  




  							


Chief Information Officer


Director of Data and Process


Director of Information Technology


Head of Care Systems


Head of Systems Development


Senior Business Systems Manager


Senior IT Service Manager


IT Service Desk Manager


Information Security Manager


IT Field Engineer


Mobile Devices Specialist


2nd Line Technical Specialist


1st Line Technical Support (X4)


Technical Coordinator


IT Coordinator


Cyber Security Specialist


Senior IT Development Manager


IT Training Manager


Business Systems Manager


Business Systems Manager


Business Systems Support Specialist


Business Systems Manager


IT Systems Specialist


Business Systems Support Specialist
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