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Senior Service Transition Manager








	Function:
	IS&T

	Position:  
	Senior Service Transition Manager

	Job holder:
	

	Immediate manager 
Job title
	

	Grading (range)
	

	Writer / date
	Ahmed Akudi v1.0 - 01/012/2022

	Validator / date
	Vimal Mistry v1.0 – 01/012/2022

	

	1.  Purpose of the Job – State concisely the aim of the job.  

	
Within the IS&T Team, the Senior Service Transition Manager will own the delivery of Service Design and  Transition activities across Sodexo.

You will lead on detailed planning and execution for transitioning of end user services and own the service transition activities liaising closely with programme/project build and deployment teams and operational teams to agree transition plans.

You will encourage best practice Service Transition across all layers of IT Service Management (ITSM), Service Desk, Infrastructure, Applications and Projects. The  Senior Service Transition Manager will ensure that the requirements of Transition policies, procedures, processes and framework are adhered to across Sodexo.

You will work closely with the IS&T support teams, technical implementors, programme/project management, business relationship managers and compliance and control functions. You will drive improvements, control and create standardisation where required and provide the necessary challenge when you need to.

As Service Transition is a key ITSM discipline, this role will be pivotal in the development and running of best practice policy, standards and controls across the services IS&T provide to the business and its end-user segments.


	

















	2. 	Organisation chart – Indicate schematically the position of the job within the organisation. It is sufficient to indicate one hierarchical level above (including possible functional boss) and, if applicable, one below the position. In the horizontal direction, the other jobs reporting to the same superior should be indicated.

	

Direct reporting Line:         
N+1:  Head of IT Operations
N+2:  Director of IT Operations


Dotted Reporting Line:
N+1:  N/A












	3. Context and main issues – Describe the most difficult types of problems the jobholder has to face (internal or external to Sodexo) and/or the regulations, guidelines, practices that are to be adhered to.

	
Directly shape and lead Service Transition as per ITIL best practice
Manage and run Transition checkpoints, such as the Transition Board, ELS, Hypercare and Acceptance Into Service  with all key stakeholders and relevant parties
Manage and run Service Transition planning, forecasting and reporting activities with all key stakeholders and relevant parties
Operate within SDLC and promote efficiency and best practice 
Create Service Transition artefacts
Create and manage the key documentations 
Risk and Compliance management, ensuring Sodexo are compliant at all times whilst mitigating risk
QA of Transition management protocols
Manage, co-ordinate and own the Service Transition Process 
ITSM usage for day to day ticket management
Measurement of the overall performance of Service Transition (KPI’s, SLA’s, project deliveries, quality of service, cost, number of complaints, issues, day 1 etc.) 

Main IS&T Processes:

Service Transition 
ELS (Early Life Support) and Hypercare
Acceptance Into Service
Service Operations
Portfolio & Project Management
Supplier Management
Service Design & Analysis Management












	4.  Main assignments – Indicate the main activities / duties to be conducted in the job.

	· Responsible for creating the service design & transition documentation and artefacts
· Document the end to end Transition service process, reflecting the requirements and how they will be met
· Ensuring Acceptance into Service is efficient and non-problematic 
· Represent Sodexo UKIS&T and provide expert input and support to various governance boards which are attended by senior stakeholders including Directors 
· You will be involved in a variety of transition activities across programmes/projects and within the directorate to understand the varying levels of complexities in each area to deliver a fully supported service
· Ensure services being transitioned meet the agreed criteria’s before accepting services into live working with operational leads, Heads of Service to ensure agreement for acceptance in to Live.
· Prioritise and deconflict transition activities for Sodexo using organisational priorities
· Identify gaps in support structure and creatively seek the best way to get formal structures in place with agreed SLAs
· Ensure best practice standards are built into service transition process
· Actively seek out opportunities for shift left and continuous improvement  
· Build and maintain a good working relationship with project teams and other key stakeholders and ensure conformity to ST processes and procedures 
· Lead and provide direction on high impact, complex Transition change requests, ensuring that design and transition policies, procedures and processes are applied as part of the transition work
· Collaborate with key stakeholders such as Programme managers, project managers and Delivery Managers, to understand and balance demand priority with resource contention
· Accountable for delivering and managing the transition plans for allocated services
· Ensure any risks to live/production are highlighted and managed in advance
· Challenge, influence and educate stakeholders and teams to adopt best practice transition management within their programmes and projects
· Identify, assess, and devise strategies for risk reduction 
· Assess the effects of transition 
· Fostering educational activities, including workshops and show & tells
· Identify and express the transition and impacts from the viewpoint of individuals, procedures, strategies, and structures through stakeholders.
· Ensure the awareness is shared with affected viewers throughout the program 
· Build and manage relationships with key stakeholders across all layers and levels
· Tracking and monitoring
· Using the ITSM to manage all Transition Change and Release related tickets ensuring the status and categories are correct.
· Create reports on a weekly/monthly basis displaying key transition activities, KPI’s, SLA’s management information, highlights and lowlights 
· Liaising with stakeholders to ensure that communications in respect of the transition is clear and timely
· Work Agile and adopt fluid methods for Transitions that require a different approach









	5.  Person Specification – Indicate the skills, knowledge and experience that the job holder should require to conduct the role effectively

	
Hard Skills

Service Transition
· Transition Management
· Change and Release management 
· Risk Management

Service Management
· Performance management 

Service Operations
· Incident
· Problem
· Change
· Service request

Project Management
·  Prince2  
·  Agile (Various)
· Stakeholder Engagement and relationship management

Quality Assurance Management 
· Compliance management 
· QA and auditing
· IT Service Continuity Management 
· Portfolio Management 


Soft Skills
		
Decision Quality (Level 4: Contributing strategically) 
Business Insight (Level 4: Contributing strategically) 
Cultivates innovation (Level 3: Contributing through others) 
Persuades (Level 3: Contributing through others) 
Manages ambiguity (Level 4: Contributing through others) 
Collaborates (Level 3: Contributing independently) 
Training others (Level 3: Contributing independently)		


Essential Qualifications
		
ITIL V3 / V4 Foundation  

Desired Qualifications
		
ITIL Practitioner
ITIL Service Lifecycle Service Transition
Prince2 and/or Agile Foundation  
VeriSM  
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