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JOB DESCRIPTION

Job Title: Head of Transactional Service
Centre (TSC) Delivery

Job Family: Business Support Role Profile Title: BB5 Police Staff

Reports To: Chief People Officer Band level: 5L

Staff Responsibilities (direct line management of): TSC Team leaders, TSC Administrators

a. OVERALL PURPOSE OF THE ROLE: Defines the role, put simply, why it exists.

The overall purpose of the role is to: |lead the implementation of the new Transactional
Service Centre (TSC), ensuring the agreed operating model, processes, systems, and structures
are delivered effectively. The role will coordinate all design, build, transition, and readiness
activities required to establish the TSC, ensuring that statutory, regulatory, and organisational
requirements are fully embedded in the new service.

Working closely with senior leaders, enabling services, and the Programme Manager, the
postholder will ensure the TSC is implemented successfully, the intended benefits are realised,
and the organisation is fully prepared for a smooth handover to permanent operational
leadership.

The role will also be responsible for identifying opportunities to expand the scope of the TSC
by assessing current processes across the organisation and determining which activities can
be standardised, centralised, or streamlined within the Centre. This includes proactively
reviewing workflows, engaging with service owners, and recommending future phases of TSC
development to drive continual improvement and value for the organisation.

b. KEY ACCOUNTABILITY AREAS: Define the important aspects of the role for which the
job holder is responsible for results or outcomes.

The key result areas in the role are as follows:

1. Act as a key senior supplier for the delivery of the TSC from inception through to benefits
realisation in order to meet Strategic Force Objectives.

2. Implement and establish the new TSC, including the development of a Transactional Services
Strategy aligned with organisational priorities and emerging Police Reform recommendations.
Design the TSC operating model, business processes, service scope, and transition pathways,
drawing upon audits, data analysis, SME insights, and best practice. Coordinate specialist
enabling resources (Business Change, HR, Finance, ICT, Estates, Procurement) to support the
detailed design and build activity.

3. Responsible for delivering the implementation of the TSC, including prioritisation, tasking,
progress monitoring, and resolving resource or skills gaps. Confirm and deliver the initial suite
of processes for TSC operation and make recommendations for future additional process
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adoption. Secure specialist support as required and ensure clear alignment with programme
milestones, interdependencies and governance structures.

4. Provide advice and insight to CCMT and senior leaders on the development of the new TSC
operating model. Represent the TSC at internal governance boards and relevant regional or
national forums to ensure alignment with wider service developments and contribute to sector
best practice. Ensure proposals are informed by evidence, including audits, data analysis,
consultation feedback, and regional/national developments.

5. Implement robust risk management and business continuity plans ensuring compliance with
governance frameworks, audit requirements, and relevant legislation. Ensure systems and
processes are secure and compliant with information governance policies and data protection
legislation.

6. Act as a senior liaison point for TSC -related engagement, ensuring internal and external
stakeholders are consulted and involved during the design and implementation of the TSC.
Work with enabling teams to lead change communications and engagement activity to ensure
clarity, transparency and organisational readiness for realisation and handover.

7. Develop, maintain and report on the TSC implementation plan, ensuring delivery against
programme milestones and alignment with Programme governance. Produce clear,
evidence-based reports and recommendations to support decision-making and secure
approvals. Define the benefits realisation framework, setting out intended outcomes,
measures, baselines and requirements for post-implementation evaluation.

c. DIMENSIONS: Include matters such as key result areas that make the greatest demands
on the role holder, seasonal pressures, items processed, the number of customers and/or
level of authority to make financial decisions or commit other resources.

Further Comments.
Ensure alignment with the new People Strategy.

The role holder will be required to develop and deliver agreed KPIs and service level
agreements aligned to Force and Programme objectives.

The role holder will provide formal responses to issues raised by CCMT and other relevant
Partners by analysing and interpreting data, researching and proposing options and
recommendations for resolution and will be expected to lead ongoing development of the
new function including identifying opportunities for further transformation and service
improvement utilising digital tools in particular.
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d. CHARACTERISTICS OF THE ROLE

Expertise: Concerned with the level of administrative, professional and/or technical
expertise (knowledge and skills) needed to perform the role effectively; may be acquired
through experience, specialised training, and/or professional or specialist education and
training.

The knowledge or skills required in the role are as follows (essential or desirable): | E/D

1. Proven leadership experience in a shared service environment or significant

. . o . : E
operational management experience of delivering enabling services.
2. Level 6 (e.g. degree level) in Business Administration, Finance, HR, or related field,
professional certifications (e.g., CIPFA, CIPS, CIPD) or extensive equivalent professional E
experience.
3. Strong understanding of transactional service activities and capabilities including E

enabling systems and best practice.

4. Ability to develop service standards aligned with force priorities and in consultation
with end users using excellent stakeholder management skills with the ability to E
influence at senior levels.

5. Effective interpersonal and communication skills which adapt to all levels of the
organisation with experience of communicating technical information to a non-technical | E
audience; ability to facilitate large workshops and/or give high impact presentations.

6. Previous experience of involvement in large-scale transformation projects and proven
ability to deliver change in a complex, regulated environment.

7. Prepare clear and concise written reports to inform and facilitate decision making
including the development of plans and roadmaps, with the ability to present effectively E
to relevant executives.

8. Strong analytical and problem-solving skills with the ability to initiate creativity and

. ) T . E
innovative thinking and a willingness to challenge the status quo.

9. Understanding of how a Transactional Service Centre can adopt the latest technology E
to enhance workflows and self-service automation.

10. Ability to travel across the Force and Region as required for the role. E

11. Experience of working within a public service environment, ideally within policing,
with an understanding of governance frameworks, organisational culture, and statutory | D
responsibilities.

12. Must be able to use common office software to a high standard, plus an ability to
get the most benefit out of innovative application of IT systems.
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