Job Description

	Job Title: Business, Performance and Delivery Manager
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	Department: 
	CERS

	Service:
	Resident Services 

	Grade: 
	K 

	Post reference number:
	JE1000006468

	1 Job purpose
The post holder will provide senior business management, performance and delivery support to the Strategic Director and Resident Services Leadership Team, translating strategic priorities and decisions into clear, controlled and sustained delivery. The role will establish the detailed implementation disciplines required across Resident Services, including integrated delivery plans, schedules, milestones, deadlines, budgets, benefits, dependencies, risks and longer-term control arrangements.

The post holder will lead and coordinate directorate-wide performance management, strategic projects and change programmes; provide timely, high-quality information for leadership, governance and decision-making; and ensure that financial performance, risk, business continuity and service improvement are managed through a coherent business cycle. Working across operational services and corporate functions, the role will strengthen accountability, follow-through and grip, ensuring agreed actions deliver measurable and enduring outcomes for residents.


2. Service leadership behaviour expectations
· Leading people: build effective teams, set clear expectations, create accountability and enable colleagues to deliver at pace and to a consistently high standard.
· Equality, diversity and inclusion: embed inclusive practice in service planning, performance measures, change activity and decision-making.
· Change and innovation: convert ideas into deliverable plans, apply disciplined programme controls and promote continuous improvement.
· Collaboration: work across service and organisational boundaries, building constructive relationships with operational services, corporate colleagues, partners and elected members.
3. Principal duties and responsibilities
Delivery planning and programme control
1. Lead the development and maintenance of an integrated Resident Services delivery plan, translating strategic priorities and leadership decisions into defined workstreams, owners, milestones, deadlines, resources and measurable outcomes.
2. Establish proportionate programme and project controls, including initiation documents, detailed schedules, critical paths, dependencies, decision logs, action trackers, change controls, benefits plans and closure arrangements.
3. Provide constructive challenge and direct support to project and service leads, identifying slippage or barriers early and securing recovery actions, escalation and decisions.
4. Lead strategic projects and change programmes of significant complexity, bringing together multidisciplinary teams and ensuring delivery remains aligned to Council priorities, statutory duties and agreed outcomes.
5. Ensure completed projects transfer into business-as-usual arrangements with clear ownership, controls, benefits tracking and post-implementation review.
Performance management and reporting
1. Design, develop, implement and maintain a Resident Services performance management framework based on a balanced scorecard approach, integrating outcomes, service performance, finance, workforce, risk, customer insight and transformation delivery.
2. Coordinate performance management across Resident Services, agreeing clear indicators, baselines, targets, tolerances, reporting responsibilities and data-quality standards.
3. Produce accurate, concise and timely monthly and quarterly performance reports for divisional and directorate leadership teams, highlighting trends, exceptions, causes, implications and required actions.
4. Facilitate structured performance reviews, maintain a clear audit trail of decisions and actions, and follow through to confirm that agreed improvements are delivered.
5. Use analysis, benchmarking and insight to identify underperformance, emerging pressures, opportunities for improvement and areas requiring leadership intervention.
Financial performance, efficiency and spend control
· Coordinate financial performance and spend-control processes across Resident Services, working closely with Finance and budget managers to maintain a clear view of budgets, forecasts, savings, commitments, pressures and corrective actions.
· Ensure financial information is integrated into monthly and quarterly performance reporting and used to support timely management decisions.
· Support the development, monitoring and delivery of savings, efficiency and income plans, with clear milestones, accountable owners, evidence of delivery and escalation of variance.
· Promote compliance with the Council’s Financial Regulations, procurement requirements, contract management standards and agreed governance arrangements.
· Coordinate service efficiency reviews and improvement activity, ensuring proposals are evidence-based, deliverable and supported by robust implementation and benefits-realisation plans.
Risk, resilience and business continuity
· Manage and coordinate divisional and directorate risk registers, ensuring risks are clearly described, assessed, owned, controlled, reviewed and escalated in line with corporate requirements.
· Integrate risk management with performance, financial and programme reporting so that leadership has a complete view of delivery confidence and exposure.
· Lead the coordination, maintenance, testing and review of business continuity arrangements for Resident Services, including critical functions, dependencies, contacts, recovery priorities and lessons learned from exercises or incidents.
· Support preparedness for critical and major incidents and ensure resulting actions are tracked through to completion.
Governance and senior leadership support
· Support the Strategic Director and Resident Services Leadership Team with high-quality reports, briefings, presentations, options appraisals and recommendations that enable timely and well-evidenced decisions.
· Maintain effective forward plans for key decisions, reports, boards, committees, performance reviews and statutory or corporate deadlines.
· Coordinate governance arrangements for directorate programmes and priorities, including agendas, papers, decision and action logs, assurance reporting and escalation routes.
· Provide advice and constructive challenge on the quality, completeness and deliverability of proposals before they enter formal decision-making processes.
· Build effective relationships with senior leaders, elected members, operational managers, corporate services, partners and suppliers, communicating complex information clearly and appropriately.
Management and continuous improvement
· Lead, manage and develop the business, performance and delivery function, setting clear priorities and ensuring resources are focused on the highest-value activity.
· Create a strong culture of precision, pace, ownership and follow-through, while enabling constructive relationships with services.
· Develop consistent methods, templates and standards for planning, reporting, governance and assurance across Resident Services.
· Champion learning, service improvement and the use of digital tools and reliable data to simplify processes and strengthen management control.
· Undertake other duties commensurate with the seniority and responsibility of the post.
4. Scope and accountability
· People: Direct management of an appropriate business, performance and delivery support team, subject to the agreed structure.
· Budget: Responsibility for the effective management of any budgets assigned to the function and for coordinating directorate-wide financial monitoring and spend-control processes.
· Decision-making: Operates with significant autonomy within agreed priorities and governance, escalating material delivery, financial, performance and risk issues to the Strategic Director and Leadership Team.
· Political accountability: Provides clear, balanced and timely information suitable for senior officer and elected-member decision-making.


Person specification


	Job title: Business Performance and Delivery Manager
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	Division: Resident Services
Grade: K  

	

	Areas of 
responsibility
	Requirements
	Measurement

	
	
	P
	A
	T
	I
	D

	
Vision, Strategy and Delivery 

	Significant senior-level experience in business management, performance, programme delivery or transformation within a large and complex organisation, with a successful track record of translating strategy and decisions into sustained operational delivery.
	
	
	
	


	

	
	Experience of developing and embedding performance management frameworks and balanced scorecards, supported by reliable measures, targets, review arrangements and integrated reporting across performance, finance, risk, workforce and delivery.
	
	
	
	

	

	
	Strong financial and commercial awareness, including budget monitoring, forecasting, savings delivery, spend control, procurement or contract management.
	
	
	
	
	

	
	Experience of managing strategic and operational risk and developing, maintaining and testing business continuity or service resilience arrangements within wider governance frameworks.
	
	
	
	
	

	
	Experience of supporting senior leadership, governance and democratic decision-making through clear reports, briefings, options and recommendations, informed by an understanding of the financial, statutory, operational and political context of local government.
	
	
	
	
	

	
	Exceptional planning, organisational and analytical skills, with the ability to sequence activity, manage competing priorities and turn complex financial, operational and performance information into clear insight and practical action.
	
	
	
	
	

	
	Sound judgement, political awareness and the confidence to maintain grip on delivery, challenge constructively, resolve ambiguity, secure timely follow-through and recommend a clear course of action.
	
	
	
	
	

	Leading 
People
	Strong leadership and people-management skills, with the ability to create a high-performing, detail-focused and service-oriented team.
	
	
	
	
	

	
	Personal resilience and the ability to work calmly, accurately and decisively in a demanding environment.
	
	
	
	
	

	Change and Innovation
	Substantial practical knowledge of project and programme management methods, including scheduling, milestones, dependencies, resource planning, governance, assurance, benefits realisation and change control.
	
	
	
	
	

	
	Experience of leading complex strategic projects and change programmes across organisational boundaries.
	
	
	
	
	

	
	Experience of leading service efficiency reviews and implementing measurable improvements.
	
	
	
	
	

	
 
	Advanced capability in performance reporting, dashboarding and the use of digital tools to support management information and programme control.
	
	
	
	
	

	Collaboration
	Excellent written and verbal communication skills, including the ability to draft concise reports and briefings for senior officers and elected members.
	
	
	
	
	

	
	Ability to influence and build credibility across operational services, corporate functions and external partners without relying solely on direct authority.
	
	
	
	
	

	Equality, Diversity and Inclusion
	Commitment to equality, diversity and inclusion and to designing performance and improvement arrangements that reflect resident needs and outcomes.
	
	
	
	
	

	
Role related requirements
	Recognised project, programme, change, risk, performance or business continuity qualification, or equivalent work experience.
	
	
	
	
	

	
	Experience within local government, public services or another politically led organisation.
	
	
	
	
	

	
	Experience of operational or resident-facing services, including high-volume, place-based or regulatory services.
	
	
	
	
	

	

	P: Pre-application      A: Application      T: Test      I: Interview      D: Documentary evidence

	

	Prepared by/author: Mary Lester		Date: October 2026


	Job title: Strategic Director of Resident Services





Person specification
	Category
	Requirement
	Assessment method (P/A/T/I/D)

	Essential knowledge and experience
	Significant experience in a senior business management, performance, programme delivery or transformation role within a large and complex organisation.
	A, I

	
	A successful track record of translating strategy, ideas and decisions into detailed implementation plans and sustained operational delivery.
	A, I

	
	Substantial practical knowledge of project and programme management methods, including scheduling, milestones, dependencies, resource planning, governance, assurance, benefits realisation and change control.
	A, T, I

	
	Experience of developing and embedding performance management frameworks and balanced scorecards, supported by reliable measures, targets and review arrangements.
	A, T, I

	
	Experience of producing high-quality monthly and quarterly reports that integrate performance, finance, risk, workforce and delivery information.
	A, T, I

	
	Strong financial and commercial awareness, with experience of budget monitoring, forecasting, savings delivery, spend control, procurement or contract management.
	A, T, I

	
	Experience of managing strategic and operational risk registers and integrating risk into wider management and governance arrangements.
	A, I

	
	Experience of developing, maintaining and testing business continuity or service resilience arrangements.
	A, I

	
	Experience of leading complex strategic projects and change programmes across organisational boundaries.
	A, P, I

	
	Experience of supporting senior leadership, governance and democratic decision-making through clear reports, briefings, options and recommendations.
	A, T, I

	
	Experience of leading service efficiency reviews and implementing measurable improvements.
	A, I

	
	Understanding of the financial, statutory, operational and political context within which local government services operate.
	A, I

	Essential skills and abilities
	Exceptional planning and organisational skills, with the ability to establish detail, sequence activity, set realistic deadlines and maintain control across multiple priorities.
	A, T, I

	
	Strong analytical skills and the ability to turn complex financial, operational and performance information into clear insight and practical action.
	T, I

	
	Ability to maintain grip on delivery, challenge constructively, resolve ambiguity and secure timely follow-through from senior stakeholders.
	P, I

	
	Excellent written and verbal communication skills, including the ability to draft concise reports and briefings for senior officers and elected members.
	A, T, P, I

	
	Ability to influence and build credibility across operational services, corporate functions and external partners without relying solely on direct authority.
	P, I

	
	Sound judgement, political awareness and the confidence to identify concerns, present options and recommend a course of action.
	T, I

	
	Strong leadership and people-management skills, with the ability to create a high-performing, detail-focused and service-oriented team.
	A, I

	
	Commitment to equality, diversity and inclusion and to designing performance and improvement arrangements that reflect resident needs and outcomes.
	A, I

	
	Personal resilience and the ability to work calmly, accurately and decisively in a demanding environment.
	I

	Desirable criteria
	Recognised project, programme, change, risk, performance or business continuity qualification.
	A, D

	
	Experience within local government, public services or another politically led organisation.
	A, I

	
	Experience of operational or resident-facing services, including high-volume, place-based or regulatory services.
	A, I

	
	Advanced capability in performance reporting, dashboarding and the use of digital tools to support management information and programme control.
	A, T, I



Assessment key: P = Presentation; A = Application form; T = Test or practical exercise; I = Interview; D = Documentary evidence.
Note: The proposed Grade K reflects the seniority of the comparator Business and Performance Manager role. The final grade, management span and budget accountability should be confirmed through the Council’s job evaluation and establishment-control processes.
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