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Infrastructure Delivery Administrator  
Partnership Level 9

Core information
	Location: Magna Park NDC

	Profession:  Operations, John Lewis Distribution. 

	Reports to: Section Manager, Control Room 


	People Management: No
Assignment Management: No


	Partnership Level: Partnership level 9
	Manager’s Partnership level: 


	Number of direct reports: 0

	Partnership level(s) of direct reports: 




	About the John Lewis Partnership
The Partnership is the UK’s largest employee-owned business and home to our two well-loved retail brands - John Lewis & Partners and Waitrose & Partners, as well as expanding into new areas beyond retail.
We aren’t an ordinary business though. The Partnership is different because everyone who works here isn’t just an employee. We are Partners, with a shared responsibility for our success, and we share the rewards when we’re successful. 
Everything we do is powered by our unique purpose: Working in Partnership for a happier world. Our Purpose inspires our principles, drives our decisions and acts as our guide, so that everything we do contributes to Happier People, Happier Business and a Happier World. 



	Critical purpose of the role

Working in a service critical role, the Control Room manages the end-to-end fulfilment and resolution in all agreed
operational functions. Providing IT administration and support by proactively identifying system issues which may affect the
Supply Chain whilst ensuring the Partnership has the right stock in the right place at the right time.

Ensuring the semi-automated system is operating to its maximum efficiency. Providing operational analysis experience, suggesting solutions to complex queries and following through to a resolution in an IT related environment. Engaging with all involved resolver groups and Customers, utilising proactive internal and  external escalation procedures.  Providing prompt and timely response and updates to customers, demonstrating strong awareness of their operational needs/requirements and priorities.

Troubleshooting any hardware and software issues for the operation and to guarantee the delivery of all agreed SLAs. This includes all Customer Direct orders, Customer orders via CSB / JL Branches, Click and Collect for JL and Waitrose, Full Branch Replenishment stock as well as accurate movement of stock between our NDCs and Third Party warehouses.




	Primary Outcomes & Accountabilities
· Receive and record Operational faults and major incident details,  informing the relevant stakeholders. Tasking these to the appropriate functions whilst recording the actions taken and any resolutions achieved. 
· Assist in the production of high-level project plans to identify,  assess and raise risks appropriately.  
· Plan and prioritise workload through use of Engineers, remaining flexible to adapt and support whilst identifying different avenues to  achieve solutions. 
· Liaise with Central Operations, Knapp and Site Management to  plan, organise and coordinate any requirements that need to be  implemented, to meet with operational needs. 
· Liaise with Third Parties to ensure we have sufficient levels of  working equipment for the site. 
· Compiling hand-over reports to enable the smooth transition of operational issues between shifts. 
· Construct/write reports to facilitate Operational figures for vital  daily planning. Contributing and communicating clearly to the day to day running of the  system, ensuring the flow of the Automation.  
· Facilitates and manages eculated communications from various stakeholders. 
· Regular audits to find ways to improve existing IT systems, projects  and related operations initiatives to optimise efficient use of  company resources. i.e. in preparation for peak periods 
· Ensure training requirements are met in all areas of the Control  Room Operations in line with the agreed SOPs. 


	Measures of success

· Engagement in democratic process,

· Personal PDP in place with stretching objectives.

· PDP’s in place for all direct and indirect reports

· Matrix functional service requirements clearly set and meeting overall campus support requirements with positive relationships

· Ensure their is a spirit of support









· Plan and prioritise workload through use of Engineers, adapting and supporting whilst identifying different avenues to  achieve solutions. 
· Reporting of all systems related issues completed within agreed SLA’s. 
· Make sure all communication is clear and  concise across all levels. 
· Ability to identify issues and invoke the  appropriate escalation routes, as required.
·  Engineering teams are directed to the appropriate  areas in priority order. 
· Take ownership for the end to end incident  management process. 
· Obtain regular feedback regarding the services  provided both internally and externally. 
· To identify trends from queries and provide  recommendations to aid continuous  
· Complete all relevant analysis and investigations




	Skills
	Skills (Link to Skills Document)

	Analysis of complex data
	Evaluates and analyses different types of complex data objectively and sees patterns and meaning to establish the key relevant facts.  Uses this thinking to make credible recommendations to inform critical decision making.

	Critical thinking.
	Interprets evidence and information to develop well reasoned arguments for thinking and can readily draw on evidence to justify a chosen course of action. Can think clearly when presented with multiple pieces of information and gets to the nub of an issue in order to make a well informed judgement.

	Prioritisation
	Plans and reviews workload regularly and is prepared to adapt to ever changing circumstances.  Assesses workload realistically in terms of urgency and importance and is ready for "curve balls" and changes plans where necessary to ensure optimum achievement and deadlines are hit and stakeholder relationships are maintained.

	Customer centricity.
	Puts every customer, both internal and external, at the heart of everything, and understands the Partnership ambition to offer differentiated service that is aligned to our Values.  Understands that they are empowered to deliver incredible service for every type of customer with whom they interact and act on this every time in every environment.

	Personal resilience.
	Works through tough and overtly challenging circumstances, with a keen understanding of self in order to move forward in a positive manner, especially in the constantly changing workplace.  Accepts both developmental and reinforcing feedback at personal and business level in the spirit of moving forward. Understands own signs of stress and is able to put measures in place to deal with these.

	Continuous improvement (CI)
	Thinks boldly and sees issues and opportunities from all angles and multiple perspectives, even the unprecedented to draw out meaning and connections and make recommendations to adjust strategy and outcomes as a result.  Generates a number of workable options and overcomes barriers to finding solutions.



The six Partnership Capabilities for Assessment most relevant to this role are: (Link to Capability Doc)
	· Customer & Performance Focus (All) 
· Empowered Partner (All) 
· Planning & Delivering Excellence
· Agility & Resilience
· Communicating & Influencing
· Applying Insight & Analytics 








	Qualifications & Experience (where applicable) 

	Essential
· Previous experience managing semi-automated or automated operations
· Managing customer/client relationships. 
· An understanding of CISCO equipment/systems, IBM systems, LANs, WANs, Group Policies, TCP/IP, Google Applications ITIL Certified
· Operational analysis and troubleshooting experience, suggesting solutions and following through to a resolution in an IT related environment.
· Experience of Windows OS, Active Directory
· Experience of WMS

	Desirable
· Knowledge of KiSoft Applications including WCS, PTL, MCS, PLC, SRC, ICM, KFP, Cardiff, Command
· Knowledge of Zenon and Dispatcher WMS 
· Experience of Servicenow platform for centralised requests/queries.
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