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Job Description 
	Job Title: IT Network Operations Manager
	Service: NPW

	Division/Section: IT 
	Job Number:

	Grade: PO6
	Date last updated: February 2026




	EQUALITY AND DIVERSITY 
We are committed to safeguarding and promoting the welfare of children and young people and  expect all staff to share this commitment. We are committed to and champion equality and diversity in  all aspects of employment with Newham Partnership Working. All employees are expected to understand and promote equality and diversity in the course of their work.




	PROTECTING OUR STAFF AND SERVICES 
Adherence to Health and Safety requirements and proper risk management is required from all  employees in so far as is relevant to their role. All employees are expected to understand and promote  good Health and Safety practices and manage risks appropriately.




Overall Purpose of Job 
· To provide leadership for IT Operations, driving service excellence and ensuring the effectiveness, resilience, and efficiency of all IT service delivery.
· To lead and mentor a team of technical staff, optimising the performance of the entire IT service portfolio and spearheading the investigation and implementation of new technologies to enhance operational capability and service delivery.
· To deliver a cost-effective, reliable, and secure IT operational support and development service that proactively meets the strategic and business requirements of NPW and its customers through planning.
· To be the primary driver of Continual Service Improvement (CSI) within the IT service.
· To be the expert and highest escalation point for technical platforms and services.








Job Context 
· The post holder reports directly to the Head of IT and Business Applications.
· The post holder has line management responsibility for helpdesk staff, onsite engineers and senior technical staff.
· The post holder may be required to work outside of standard business hours (evenings, weekends, public holidays) to meet critical service and maintenance requirements.
· The post holder has no budget responsibility.
Key Tasks and Accountabilities 
Key tasks and accountabilities are intended to be a guide to the range and level of work expected of the post holder. This is not an exhaustive list of all tasks that may fall to the post holder, and employees will be expected to carry out such other reasonable duties which may be required from time to time. 


 Service Management 
1. Define and establish the principles, policies, and standards for the robust management of IT Operations, encompassing efficient Incident and Problem Management, standardised operational maintenance, deployment strategies, and stringent cyber security measures.
2. Develop and maintain comprehensive documentation, including Standard Operating Procedures (SOPs), to ensure consistent, high-quality service delivery and efficient resolution of incidents and requests by the IT Team.
3. To allocate engineering resources to maintain a reliable service and minimise disruption to customers, including establishing a schedule of network upgrades, installations, and technician support scheduling.
4. To participate in IT projects, providing resourcing and technical guidance.
5. To act as a subject matter expert on complex technical issues and provide solutions on a range of platforms including but not limited to Google, Microsoft Cisco, server networks and cloud technologies.

Staff Management 
6. Line management of a dispersed team to deliver a reliable, high-quality IT service to clients, including remote and onsite technical support.
7. Support, motivate, and empower staff to be creative, flexible, and outcome-focused, ensuring they communicate with customers in a clear, professional, and prompt manner.
8. Lead the recruitment, professional development, and training of team members, and manage performance against organisational objectives using the company appraisal system.
          Performance Management and Quality Assurance
9. Proactively monitor service performance against agreed Service Level Agreements (SLAs), conducting trend analysis and taking preventative action to anticipate and avert service failures.
10. Provide regular service reports to demonstrate service performance to clients and internal management.
11. Serve as a key point of contact and support for internal and external stakeholders, including senior leadership, school staff (teachers, head teachers), and external suppliers.
12. Manage and resolve high-level complaints, mediate potential conflicts, and act as a professional intermediary between the IT service, external suppliers, and customers.


13. Conduct onsite visits to quality assure IT Operations and the work of technical staff within IT.
14. To ensure that all services within the areas of responsibility are provided in accordance with recognised quality and professional standards, including PRINCE2 Project Management and ITIL. 
15. Continuously evaluate new technology developments to identify opportunities for service improvement, drive value for money, and ensure the sustainability of IT infrastructure.
Contract Management 
16. Monitor the performance of third-party service suppliers against agreed Service Level Agreements (SLAs) and contractual terms, actively managing and addressing underperformance.
17. Lead and participate in strategic service review meetings with both suppliers and customers.
Communications 
18. Ensure effective and transparent communication with colleagues and service users to enhance satisfaction and reduce avoidable contact.
19. To promote one team culture and uphold the brand value of the organisation.
20. To carry out other duties that are in line with the purpose and grade of the job.

ADDITIONAL: 
· To deputise for the Head of IT and Business Applications
· Occasionally, essential maintenance work is carried out at other times, including evenings and weekends, and you may be required to assist with these, remotely or on-site. 
· Inspection of server and network hardware in racks. 
· Occasional lifting and transporting of moderately heavy objects, such as computers and peripherals. 
· Such other minor and/or non-recurring duties, appropriate to the post, as directed to be undertaken by the line manager. 
· To use and assist others in the use of information technology systems to carry out duties in the most efficient and effective manner. 
· To achieve agreed service outcomes and outputs, and personal appraisal targets, as agreed by the line manager. 
· To undertake training and constructively take part in meetings, supervision, seminars and other events designed to improve communication and assist with the effective development of the post and post holder. 
· To be committed to the NPW’s core values. 
· Ensure all the services within the area(s) of responsibility are provided in accordance with the NPW's commitment to high-quality service provision to users.
· Carry out duties and responsibilities in accordance with the NPW’s Health and Safety  Policy and relevant Health and Safety legislation. 
· Ensure that duties are undertaken with due regard and compliance with the Data  Protection Act and other legislation. 
· At all times, carrying out responsibilities/duties within the framework of the NPWs Equal  Opportunities Policy.
Person Specification
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	IMPORTANT INFORMATION FOR APPLICANTS 
The criteria listed in this person specification are all essential to the job. Where the method of  assessment is stated to be the application form, your application needs to demonstrate clearly and  concisely how you meet each of the criteria, even if other methods of assessment are also shown. If  you do not address these criteria fully, or if we do not consider that you meet them, you will not be  shortlisted. Please give specific examples wherever possible.




	CRITERIA 
	METHOD OF ASSESSMENT

	EQUALITY AND DIVERSITY 
We are committed to and champion equality and diversity in all aspects of employment with the  Newham Partnership Working. All employees are expected to understand and promote equality and  diversity in the course of their work. 

	KNOWLEDGE: 
Expert knowledge of technology platforms, network infrastructure, and critical IT operational services.


Expert knowledge of and proven ability to apply best practice IT Service Management frameworks (e.g., ITIL), specifically in Service Operations, Incident/Problem Management, and Continual Service Improvement (CSI). Knowledge of Prince 2 or similar project management methodology.
	Application Form/Interview















	QUALIFICATIONS: 

A Degree in a relevant technical or business discipline, or equivalent professional certification/qualification (e.g., advanced ITIL certification, relevant technical/vendor certification.
	Application Form/ Interview

	EXPERIENCE: 
Extensive experience in successfully leading, managing, and developing a technical team (dispersed and in the office) to achieve high service excellence within a large, multi-site organisation.
Proven track record of managing and optimising operational service delivery, ensuring services consistently meet or exceed agreed Service Level Agreements (SLAs).
	Application Form/ Interview

	SKILLS AND ABILITIES: 
Proven ability to effectively manage, motivate, and mentor staff, driving the delivery of flexible, efficient, and customer-focused technical services.
Proven ability to manage complex customer demand, relationships, and expectations across diverse stakeholders (e.g., Headteachers, external suppliers), leading to high levels of customer satisfaction and service retention.
Exceptional time management and prioritisation skills, with the proven ability to effectively manage competing demands for resources and work effectively under significant pressure with minimal daily supervision.
Ability to prioritise competing demands for resources  including your management time 
Superior analytical skills with the ability to diagnose and analyse complex technical and operational issues and provide clear, decisive direction to staff, both verbally and in detailed written reports.

Sound working knowledge of the legal and regulatory framework specifically relevant to the management of a public sector/education IT service (e.g., data protection, cyber security regulations, procurement rules).
	Application Form/ Interview

	PERSONAL STYLE AND BEHAVIOUR: 
Demonstrated ability to drive forward organisational change effectively, utilising a flexible, consultative, and supportive approach to secure buy-in across the team and stakeholders.
Excellent and highly professional communication skills, demonstrating the ability to convey complex technical information clearly and concisely in both written documentation and oral presentations to all levels of the organisation.
Proven ability to maintain performance and professional conduct while coping effectively under pressure, dealing with stressful situations, and ensuring all tasks are accurately concluded with proactive feedback and communication to relevant parties.

The post holder is required to regularly visit clients. Therefore, applicants must have a full current driving licence. 
	Application Form/ Interview




	OTHER SPECIAL REQUIREMENTS: 
This post requires a satisfactory enhanced level of DBS checking and is therefore exempt from the Rehabilitation of Offenders Act (1974).
Demonstrated ability to adhere to and promote NPW’s Equality, Diversity, and Inclusion Policy in all aspects of work.
	Application Form/ Interview
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