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LONDON AMBULANCE SERVICE

JOB DESCRIPTION

	Job Title:
	Configuration, Change & Release Manager 

	Directorate:
	Information Management & Technology (IM&T)

	Reporting to:
	IM&T Head of Security & Service Delivery

	Responsible for:
	ITIL Configuration Change and Release Management processes

	Location:
	London Ambulance Service (LAS) IM&T Fielden House

	Grade:
	AFC 8A + 100% Geographical Allowance 


Job Purpose

The Configuration, Change and Release Manager, reporting to the Head of IM&T Security and Service Delivery, will have specialist knowledge of and be an expert in the ITIL Service Management disciplines of Configuration, Change and Release Management.
The Configuration, Change and Release Manager will be responsible for establishment and maintenance of a Configuration Management Database (CMDB) capable of supporting all other ITIL Service Management disciplines.
  Responsibilities include:

· Production of a Configuration Management Plan

· Identification, control, status reporting, verification and audit of suitable Configuration Items (CIs) such that logical models of the LAS IM&T infrastructure can be maintained and be made available to support the other ITIL Service Management disciplines

The Configuration, Change & Release Manager will be responsible for overseeing all Requests for Change (RFC) to the LAS IM&T infrastructure.

Responsibilities include:

· Establishment and running of a Change Advisory Board (CAB) associated with LAS Support Infrastructure

· Liaison with all LAS Service Management disciplines to ensure that any Changes to the LAS Support infrastructure are brought under Change Management control

· Establish Change Models to facilitate minor changes without recourse to the CAB.

· Reporting on Change activity

The Configuration, Change & Release Manager will ensure standardised methods and procedures are used for efficient and prompt handling of all Changes to Configuration Items (CI) through effective Release Management.

The overall goal being to minimise the impact of Change related Incidents upon IM&T service quality and consequently to improve the day-to-day operations of the Trust.
Key Tasks and Responsibilities
General Management
· To be the lead specialist within IM&T for Configuration, Change & Release Management processes and activities, acting with a large degree of autonomy in implementing the LAS IM&T Strategy
· To advise the LAS on the interpretation of ITIL processes and policies ensuring a best practice approach for the organisation

· Develop and implement Trust wide Configuration, Change and Release Management policies and procedures 
· Provide consultancy to Trust staff on Configuration, Change and Release Management.
· Proactively research issues and opportunities, design solutions and propose appropriate way forward commensurate with the business needs of the Trust. 
· Day to day management of junior IM&T specialist staff and contractors.  This includes developing KSF, carrying out PDR/PDP, conduct 1-1s and yearly appraisals, training, staff sickness, welfare, discipline etc.
· Formulate long term strategic Service Improvement Plans (SIPs) for the areas of Configuration, Change and Release Management, developing business cases where necessary to improve services, reduce costs, ensure business continuity etc.

· Plan the implementation of new Configuration, Change and Release Management initiatives and solutions.

· Chair interdepartmental and external meetings representing the IM&T Directorate for areas of responsibility within project boards/forums 
· Manage own work schedule efficiently, i.e. prioritisation of complex activities to the needs of the LAS and demonstrating flexibility when unforeseen circumstances arise.

· Develop, implement and ensure compliance of Trust wide IM&T policy throughout the LAS using effective and professional communication skills with all levels of personnel within the LAS.
· To contribute to a wide variety of Trust projects representing and advising upon Configuration, Change and Release Management issues.

· Liaise with third parties, contractors and staff to ensure Configuration, Change and Release Management policy is addressed by all bodies working with or on behalf of the Service.

Financial Management

· Manage resources effectively within agreed financial budgets and ensure all expenditure is correctly costed and verified.

· Influence IM&T purchasing decisions by evaluating options and recommending products and solutions.

· Advise the Head of Security and Service Delivery on any budgetary needs required to aid the implementation of Configuration, Change and Release Management strategy and policy.

· Comply with the budget setting process to ensure appropriate funding is secured for the support and development of areas of responsibility.  Assist the Head of Department in setting longer term strategy and budget forecasting.
· The post holder will be expected to authorise overtime expenses for permanent staff & timesheets for any contracted staff under their management. 

Configuration Management
· Works to the overall objectives agreed with the Head of Dept; implements the Trusts Configuration Management policy and standards. 

· Develop & implement Configuration Management policies and procedures and ensure that the entire organisation complies with the procedures

· Responsible for development of the Configuration Management systems including the design, implementation and management of new/improved systems for efficiency and effectiveness.

· Responsible for development and maintenance of a Configuration Management Database (CMDB); creation of Configuration Item (CI) records for all elements of IM&T infrastructure; estimating and planning the work and resources involved; monitoring and reporting on progress against plan.
· Plans and executes population of the CMDB.  Manages and maintains CMDB central libraries, tools, common codes and data.  Undertakes regular housekeeping of the CMDB.

· Uses or provides the CMDB to facilitate impact assessment for RFCs to ensure implemented Changes are as authorised.  Creates Change records, configuration baselines and package Release records in order to specify the effect on CIs of an authorised Change.  Ensures any changes to Change authorisation records are themselves subject to Change Management procedures.  Ensures the CMDB is updated when an RFC is implemented.  

· Creates and manages the Configuration Management plan, principles and processes and their implementation. This includes CI registration procedures; access controls and privileges.  Ensures correct roles and responsibilities are defined in the Configuration Management plans and procedures. 

· Proposes and agrees CIs to be uniquely identified with naming conventions. Ensures staff comply with identification standards.

· Proposes and/or agrees interfaces with Change Management, Problem Management, Network Management, Release Management, computer operations, logistics, finance and administration functions. 

· Prepares and presents Configuration Management reports.  These will include management (indicating suggested action to deal with current or foreseen shortcomings), impact analysis and configuration status reports. 

· To regularly undertake detailed audits of the CMDB to ensure entries are maintained to a satisfactory level and IM&T products and services are fit for purpose

· Provides the CMDB to help identify other CIs affected by a fault that is affecting a CI facilitating Incident and Problem Management processes
· Performs configuration audits to check physical IT inventory is consistent with the CMDB and initiates any necessary corrective action. 

Change Management

· Establish, document, implement, manage and monitor the Trusts Change Management policy, processes and standards in line with overall objectives agreed with the Head of Department. 

· Undertake detailed analysis of complex IM&T services, covering a broad range of technologies, to ensure that proposed changes are safe and fit for purpose, including comprehensive analysis of risk, business continuity, impact and resource requirements.

· Interpret, compare complex information and challenge proposed requests for change to ensure that the change is robust and that the impact on and risk to the organisation is minimal
· Manage, review and close Requests for Change (RFC). 

· Develop & implement Change Management policies and procedures and ensure that the entire organisation complies with the procedures

· Arrange workshops to promote understanding of the Change Management process

· Develop and present Change Management reports as required
· Establishment and running of a Change Advisory Board (CAB).
· Chair Change Advisory Board (CAB) meetings and the CAB/Emergency Committee

Release Management
· Establish, document, implement, manage and monitor the Release Management process such that it satisfies the requirements of the Trust

· Develop & implement Release Management policies and procedures and ensure that the entire organisation complies with the procedures
· Plan and organise a broad range of complex activities to oversee the successful release of software, hardware and associated Configuration Items for IM&T services, ensuring that their impact across the organisation is controlled
· Coordinate services, implement & monitor Release Plans, including producing detailed timetables of events and documenting action plans by individual sites
· Design and implement efficient procedures for the distribution and installation of Changes to IM&T systems and services
· Ensure hardware and software being changed is traceable, secure and only correct, authorised and tested versions are installed 

· Communicate and manage expectations during the planning and rollout of new Releases. 

· Agree exact content and rollout plan for a Release, through liaison with Change Management 

· Implement new software and hardware releases into the operational environment using the controlling processes of Configuration Management and Change Management – a Release should be under Change Management and may consist of any combination of hardware, software, firmware and document CIs 

· Responsible for development and maintenance of a Definitive Software Library database (DSL), and ensure master copies of all software and associated installation instructions are secured therein. 

Communications

· Take the lead on communication with senior business users regarding the ongoing development of role area.  
· Produce, distribute and present monthly reports to Senior Management.

· Use tact and diplomacy skills to aid in the dissemination of complex information to internal and external customers at all levels.

· Present, interpret and explain complicated information to large groups of people in order to influence understanding and change.

· Within the role responsibilities, represent the IM&T Directorate on various internal and external groups

· Mount an awareness campaign to win support for new Configuration, Change & Release Management procedures.  Ensure changes to these methods and processes are properly approved and communicated to staff before being implemented.
· Publicise implementation of new Configuration, Change & Release Management systems.
Other Tasks
· Ensure the security rules of the Trust are implemented for all Configuration, Change & Release activities and any breaches are dealt with appropriately.
· Assist other IM&T department heads and other senior managers on achieving their strategic objectives.

· Actively develop specialist knowledge of relevant, current and future technologies undertaking any specialist training as necessary. 

· Develop and deliver specialist training courses and user guides to a large group and present at conferences, workshops, road shows etc.

· Undertake such other duties commensurate with the grading of the post as deemed appropriate by the Director of IM&T from time to time.
Key Relationships
· IM&T Senior and Middle Managers

· Trust Managers at all levels

· IM&T Directorate staff

· All levels of staff within the London Ambulance Service

· Suppliers, 3rd party companies, contractors and consultants
LONDON AMBULANCE SERVICE
PERSON SPECIFICATION

	Job Title:
	Configuration, Change & Release Manager 

	Directorate:
	Information Management & Technology (IM&T)

	Reporting to:
	IM&T Head of Security & Service Delivery

	Responsible for:
	ITIL Configuration Change and Release Management processes

	Location:
	London Ambulance Service (LAS) IM&T Fielden House

	Grade:
	AFC ? + 100% Geographical Allowance 


Education and Experience

· Educated to Masters Degree level in IT related subject or equivalent extensive technical management experience within an IT department.  A/I
· Information Technology Infrastructure Library (ITIL) Manager qualified or ability to obtain qualification   A/I
· PRINCE2 Project Management Foundation level qualified or ability to obtain qualification   A/I
· Demonstrable experience of management responsibilities e.g. staff, financial and delivery performance.    A/I
· Experience of developing and delivering technical training courses and user guides to a large group   A/I
· Extensive experience of developing and implementing organisation-wide IT related strategies, policies and procedures.    A/I
· Working knowledge of the Microsoft suite of Office Automation products, particularly Word, Excel & Outlook.      A/I
· Extensive experience of working with conflicting, highly complex, highly contentious and highly sensitive information.    A/I
· Extensive and wide-ranging knowledge of the IT market place.     A/I
· NHS/Public Sector experience or the ability to quickly adapt to the specific management and resource issues.     A/I
Knowledge, Skills and Abilities

· Demonstrable skills commensurate with fulfilling the role of lead specialist on Configuration, Change & Release Management.  A/I
· Ability to think logically and clearly and be able to make rational decisions in emergency situations, with the ability to respond quickly and accurately to important and contentious organisational issues.    I
· Ability to analytically solve complex problems and make informed recommendations based on detailed data analysis – often where the solution requires a new approach and does not rely on existing solutions.      I
· Ability to achieve highest levels of quality under extreme pressure by working methodically and paying attention to detail.   I
· Ability to concentrate when carrying out detailed analysis of information over sustained periods, while having to deal with interruptions, emergencies and unpredictable issues.    I
· Ability to use different influencing skills appropriate to the outcomes of findings, especially when findings do not support initial assumptions or expectations or where opinions differ.    I
· Ability to make decisions on how issues should be resolved and how results are best achieved, implementing those decisions as appropriate.   I
· Ability to organise and delegate   I
· Advanced keyboard skills with the ability to input a large amount of data quickly and accurately.   I
· Excellent written and oral communication skills in order to articulate recommendations and persuade staff at all levels.    A/I
· Excellent interpersonal skills with the ability to use tact and diplomacy to promote team working as an essential characteristic within the IM&T Directorate.     I
· Delivering and/or supporting others in writing documents such as policy documents, business cases, requests for information, tenders and contracts.   A/I
· High-level of personal motivation and discipline, with the ability to work independently using own initiative or as part of a team.   I
· High-level of energy and enthusiasm with the ability to motivate others.  I
Other

· Demonstrable awareness and commitment to contributing to the achievement of the service’s vision, and behaviour consistent with the service’s values.   I
· Demonstrable understanding of and commitment to the Trust’s equal opportunity and diversity policies both as an employee and as a provider of service to the public.  I 
· Positive and demonstrable commitment to personal and career development by a continuous record of achievement.   I
· Prepared to work flexible hours and travel within the area served by the Trust.   A/I
· Acceptable attendance record in accordance with standards set out in LAS policies.   A
· No current or pending disciplinary sanctions.  A
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