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	fJob Title:	
	Business Systems Lead	Location/Service:

	Hesley Hall / Central Services
	Department:
	IT Services
    
	Reports To:
	Director of IT and Data
	Responsible For:
	Click or tap here to enter text.
	Budgetary Responsibility:
	Yes

	Level of DBS  Check Required:
	Basic
	Expected Regulatory Responsibility:
	N/A

	Does the role require travel to multiple sites?
	Yes

	Purpose:

	The Business Systems Lead is responsible for ensuring the organisation’s portfolio of business critical systems delivers maximum value to colleagues, supports outstanding care, and enables operational excellence.

Acting as the bridge between operational teams, software suppliers and the IT & Data function, the Business Systems Lead will own the lifecycle of key operational applications, ensuring they remain effective, well supported, secure and aligned to business priorities.

The role combines business relationship management, supplier management, service ownership, application support and continuous improvement. Rather than simply maintaining systems, the Business Systems Lead will champion innovation, user adoption and operational improvement through technology.

Initially operating as a single specialist role, the postholder will also design and establish a scalable Business Systems function, including support processes, governance and super user networks that can grow as the organisation evolves.

	Key Role Responsibilities/Accountabilities:

	Business Systems Ownership
· Develop a deep understanding of how each application supports business processes and regulatory compliance.
· Maintain an application portfolio, documenting ownership, lifecycle, risks, dependencies and opportunities.
· Develop and maintain system roadmaps aligned to organisational priorities.
· Ensure systems remain fit for purpose, secure, compliant and delivery measurable business value.
· Lead regular reviews of application performance and identify opportunities for optimisation or rationalisation.
· Lead the development of governance and a systems ownership and accountability model across the business.
Business Partnership & Stakeholder Engagement
· Build trusted relationships with operational leaders, managers and subject matter experts.
· Develop a detailed understanding of operational challenges and identify opportunities where technology can improve quality, efficiency and colleague experience.
· Act as the primary point of contact between operational teams and software suppliers.
· Facilitate user groups and stakeholder forums to gather feedback and prioritise improvements.
· Translate operational requirements into clear technical or supplier deliverables.
· Promote collaboration between operational services and the IT & Data team.
Supplier & Vendor Management
· Develop productive relationships with strategic software suppliers.
· Lead regular supplier review meetings to monitor performance, service delivery and product roadmaps.
· Hold suppliers accountable for contractual commitments and service standards.
· Coordinate enhancement requests and influence future product development.
· Support contract renewals, procurement activities and supplier evaluations.
· Ensure the organisation maximises value from existing software investments.
Continuous Improvement & Digital Transformation
· Identify opportunities to improve business processes through better use of technology.
· Champion adoption of new functionality across business systems.
· Lead application enhancements from business case through to implementation.
· Promote standardisation of processes where appropriate.
· Support wider digital transformation programmes.
· Evaluate emerging technologies that could improve care delivery or organisational efficiency.
User Experience & Adoption
· Promote an excellent user experience across all supported applications.
· Establish and develop a network of Business System Super Users across operational services.
· Work with Learning & Development to improve training, guidance and onboarding materials.
· Encourage consistent and effective use of business systems.
· Measure user satisfaction and system adoption, identifying opportunities for improvement.
Business Systems Support & Service Management
· Provide functional expertise across the organisation’s business systems portfolio. 
· Coordinate the investigation and resolution of complex application issues.
· Work closely with the IT Service Desk to ensure effective triage and escalation of incidents.
· Analyse recurring issues and implement preventative improvements.
· Develop knowledge articles, support documentation and standard operating procedures.
· Design and implement a scalable Business Systems support model that can support future team growth.


	Legal and Statutory Responsibilities for all Colleagues:

	Safeguarding: All colleagues have a duty to maintain a basic level of understanding of safeguarding, signs of 
neglect or abuse and how to raise a safeguarding concern as outlined in the organisations Safeguarding and 
Whistleblowing policies. 

Health & Safety: All colleagues have a duty to take reasonable care for the health and safety of themselves and others. This includes contributing to a safe and secure environment for the people who use our services.

Training Compliance: All colleagues are responsible for maintaining compliance with all mandatory training required for the specific job role they undertake or service they work in, any required qualifications and maintaining any required professional registrations to ensure professional skills and knowledge remain up to date.  

Information Governance: All colleagues have a duty to main the confidentiality and integrity of any sensitive or personal data that they access or use within their role. 

Diversity and Inclusion: All colleagues are expected to contribute to the development of an inclusive workplace and treat others with dignity and respect at all times. 

Line Management: Roles with line management responsibility are expected to ensure all direct reports, and teams they oversee, receive the appropriate levels of supervision and have an annual performance review and contribute to a culture of continuous improvement and development. 



	Person Specification:

	Essential Experience
Experience managing or administering business critical applications.
Experience working with operational stakeholders to improve business processes.
Experience managing third party software suppliers.
Experience delivering application implementations or system improvements.
Experience coordinating application support and issue resolution.
Experience working in a customer focused IT or Digital environment.
Experience balancing operational support with strategic improvement initiatives.

Desirable Experience
Adult Social Care, Healthcare of other regulated sectors.
Service Management (ITIL or equivalent).
Digital transformation programmes.
Business Analysis.

Knowledge
Business application lifecycle management.
Supplier relationship management.
Business process improvement.
Service management principles.

Skills
Excellent stakeholder management.
Strong relationship building.
Outstanding communication and influencing skills.
Analytical problem solving.
Facilitation and workshop leadership.
Supplier negotiation.
Planning and organisation.
Continuous improvement mindset.
Ability to translate business needs into technical solutions.
Ability to manage multiple priorities across a diverse application portfolio.

	Our Values and Key Attributes:

	All colleagues are expected to operate in line with our Values and Behaviour Framework at all times. The framework outlines our core values and the behaviours that we consider to uphold each of our values, as well as universal attributes we consider to underpin everything we do.

Our Values
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We put the people we support, families and colleagues at the centre of all we do.
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We recognise that quality comes from our commitment to best practice, improvement and learning; not just compliance.
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Description automatically generated]We are passionate about improving lives and work together to enable the people we support to achieve their aspirations.

We embrace a culture of trust and safety so that each of us can perform to our best and thrive.


Universal Attributes
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                                   Communication is a two-way street; as well as honesty, we actively listen so we can 
                                   understand the needs and views of others.
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                                   Good collaboration between individuals strengthens the team as a whole, enabling 
                                   us to share ideas, encouraging others to adopt new skills, while learning from others 
                                   ourselves.
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                                   By taking a non-judgmental approach, we can demonstrate empathy and be seen 
                                   as approachable, while respecting the culture and opinions of our peers.
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  We are accountable for our own actions, and by sharing the lessons we learn in our 
  working lives, we do things better individually and more broadly as an organisation.



	Last Updated By:
	Director of IT & Data	Date:
	28/07/2026
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