
	Job Title
	Operations Supplier Manager

	Department
	Operations - Management

	Location
	Sheffield / Nottingham

	Reports to
	Head of Operations Management

	Staff Responsibility
	Matrix management of all delivery resources aligned to the account(s)

	


General Overview of position
	
The Operations Supplier Manager will be the primary on an account or portfolio of accounts responsible for delivery quality, resource alignment and support, customer satisfaction and financial accuracy for the account or accounts.  They will provide leadership and direction to all delivery resources aligned to the account(s), hold accountability for the adherence to contractual obligations for all services delivered to the client, and own the operational performance reporting alongside the account management team.

Technology innovation is part of our DNA and our roles are subject to change as AI tools become available.

	


Main duties & responsibilities
	Main Duties
Delivery
· Assume full accountability for the achievement of Service Level Agreements (SLAs) across all designated accounts, ensuring contractual obligations and service standards are consistently met.
· Oversee the effectiveness of Supplier operational governance in collaboration with customers.
· Managed and co-ordinate activities involving any operational escalations for suppliers delivering to our customers.Provide input into account governance initiatives including daily standup meetings and regular operational team and customer meetings, ensuring alignment with organizational objectives and continuous improvement of service delivery from our suppliers
· Champion the identification, evaluation, and adoption of automation and artificial intelligence opportunities to enhance operational efficiency and service quality.
· Participate in internal meetings, including Monthly Service Reviews (MSR), Quarterly Business Reviews (QBR), risk assessments, and Continual Service Improvement (CSI) sessions, to monitor performance, address issues, drive improvements and service excellence.
· Direct the day-to-day performance of third-party partners, fostering a culture of operational excellence and accountability.
· Maintain and continuously improve robust quality assurance processes across all services, ensuring adherence to organizational standards and regulatory requirements.
· Oversee the acceptance and seamless onboarding of all new supplier services into support, ensuring readiness, compliance, and effective integration into existing operational frameworks.
People
· Exercise day-to-day operational leadership (matrix management) of the Littlefish service delivery team and affiliated partners, including clear communication of priorities, delegation of responsibilities, and 
· empowerment of team members to achieve service outcomes.
· Provide informed and constructive input into performance reviews for all account-aligned resources, supporting professional development, recognizing achievements, and addressing areas for improvement.
Customer
· Build and maintain strong, collaborative relationships with key client stakeholders, acting as a trusted advisor and ensuring client satisfaction.
· Assume accountability for Net Promoter Score (NPS) performance, proactively identifying opportunities to enhance client experience and loyalty.
· Serve as the primary escalation point for day-to-day operational requirements, ensuring prompt and effective resolution of client issues.
Finance
· Identify and execute operational efficiency opportunities, contributing to cost optimization and value delivery for both the organization and its clients.
· Ensure the completeness and accuracy of volumetric data for billing purposes, maintaining alignment with contractual requirements and supporting financial integrity.
Partners
· Establish, monitor and review supplier and partner performance against agreed contractual obligations, service levels, KPIs and customer commitments, ensuring delivery meets business and client expectations.
· Chair and facilitate regular operational service reviews with third-party suppliers and partners, driving accountability, reviewing performance trends, addressing risks and agreeing improvement actions.
· Identify, assess and manage supplier-related operational risks, ensuring vendors operate in accordance with contractual, security, regulatory and organisational requirements while protecting service continuity and customer outcomes.
· Work collaboratively with suppliers and internal stakeholders to identify opportunities for service enhancement, process optimisation, cost efficiencies and improved customer experience, ensuring agreed improvements are tracked to completion.
· Act as the primary operational escalation point for supplier and partner service issues, maintaining strong working relationships and ensuring timely resolution of performance concerns, service failures and customer-impacting risks.
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	Main duties & responsibilities (continued)
	ISO Accreditations:
Littlefish are ISO9001 and ISO27001 certified it is expected that all employees adhere to the Quality Management and Information Security systems, policies and procedures.

Equality, Diversity and Inclusion:
It is expected that you will actively promote and embed Equality, Diversity and Inclusion (EDI) in all your work and support and comply with all organisational initiatives, policies and procedures on EDI.


	Other duties
	Other such reasonable duties within the general scope of the job role, at the line managers direction. 





Person Specification

	

	Essential

Educational / Qualifications: 

· Educated to A Level standard (or equivalent). 

Experience: 

· A proven track record in process level (Incident, Request, Problem, Change, Knowledge etc.) management and service delivery management. Typically, this will be 3+ years (exceptions may be made for candidates demonstrating the right aptitudes).
· Business experience gained in service management and/or technical delivery roles, across a range of customers and environments.

Aptitude and attributes: 

· Demonstrable experience in understanding services in line with contractual commitments.
· Confidence and experience in leading presentations at senior meetings with key stakeholders and customers. 
· Excellent customer-facing skills, with the ability to create long-term relationships built upon trust and integrity.
· Commercial awareness and strong understanding of core Littlefish SLAs.
· Strong knowledge of Service Delivery methodology and core ITIL principles.
· Knowledge of tooling and reporting to enable improvements in SLA achievement.
· Strong intercompany communication skills.
· Prioritises tasks to achieve SLA’s, KPIs and contractual commitments, navigates the organisation as needed to ensure targets are achieved to the best of their ability.
· Manages customer’s expectations. Effectively.
	Desirable

Educational / Qualifications: 

· ITIL 4 Managing Professional (MP) or equivalent experience.

Experience: 

· Experience of defining new service capabilities from initial idea through to sale and implementation to meet a contracted client need.
· Experience working for a Managed Service Provider (MSP).
· Supplier/Partner Management
· Vendor selection 
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Job Levels

	Career Framework
	Experienced Professional

	Definition
	Industry-experienced non-technical subject matter expert working in a senior capacity whether customer-facing or helping to develop professional colleagues

	Contribution to Success
	Implements operational plans that contribute to the results of their department. Typically focused on timescales of 3-6 months. Will manage costs and will look for efficiencies with their area of responsibility  

	Communication
	Influences others to make favourable decisions, mostly within their function but sometimes without

	Expertise
	Has an in-depth knowledge in their own discipline and a basic knowledge of other supporting departments. Will usually a professional qualification

	Leadership
	Acts as a resource for their colleagues with less experience and may manage a small team but is primarily measured on their own contribution

	Values Statement
	Leads by example in displaying positive behaviours and instilling high performance within their teams, across the organisation and with customers
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