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Payroll Service Delivery Manager

	Job title
	Payroll Service Delivery Manager
	Job family
	TBC

	Grade
	TBC
	Reports to
	Service Delivery Director

	Location
	Hybrid - Outline office(s) or Home Based, with travel to the office as required.
	Team size
	Direct – 0-20




	About the role:

	As a Payroll Service Delivery Manager within Zellis Managed Services, you will report to the Service Delivery Director and lead a team of 10–20 Payroll, HR, and operational professionals. Your primary responsibility is to ensure the effective and efficient delivery of high-quality services to our clients, in alignment with Zellis standards and legislative requirements.
You will be accountable for the end-to-end service delivery for your customer portfolio (UK/Ireland), supported by teams across UK, Ireland, and India. This role demands strong leadership, strategic thinking, and a commitment to continuous improvement. You will drive performance, manage risk, and foster a culture of excellence and development within your team.


	Role accountabilities and responsibilities:

	In this role your key responsibilities will be:

Service Delivery & Operational Excellence
· Accountable for the consistent delivery of all contractual SLAs across Payroll and HR functions, whether delivered on or off-shore. Ensuring compliance with SLAs, KPIs, and regulatory standards.
· Accountable for all operational output whether delivered on or off-shore, monitoring service quality through controls, audits, and performance metrics. Displaying effective utilisation of all Power BI dashboards, such as but not limited to ZMS operations, Customer 360 and My Zone Portal
· Accountable for robust and mutually agreed customer Roadmaps for the 0-to-6-month period
· Accountable for the development and execution of customer agreed Continuous improvement plan
· Accountable as the final escalation point and for the successful resolution of all customer complaints, escalations and major service issues, owning the resolution and the completion of any Root Cause analysis if required 
· Accountable for the ongoing adherence to all payroll legislation, regulation and compliance requirements 
· Champion Zellis internally and externally, social media and internal change
· Early adopter and promoter of new technology and ways of working
· Ensure seamless communication and collaboration across onshore and offshore teams.
· Support onboarding and transition of new customers into business-as-usual operations.
· Adhere to the Managed Services blueprint and escalate deviations to the design authority.
Leadership & People Management
· Lead, coach, and develop a high-performing team with a focus on career growth and skills enhancement.
· Conduct regular 1:1s, performance reviews, and succession planning.
· Drive a people-led culture of accountability, development, and service excellence.
· Manage resource planning and workload distribution to meet service targets.
· Ongoing development plans to track continual improvement in eNPS feedback
· Delivery within P&L cost constraints balancing people costs with service delivery
Customer & Stakeholder Engagement
· Build strong relationships with internal and external stakeholders.
· Champion customer satisfaction through proactive feedback loops and NPS monitoring.
· Collaborate with cross-functional teams to deliver customer improvements and strategic initiatives.
· Continuous Improvement & Innovation
· Identify and implement opportunities for process and service optimisation.
· Lead and contribute to improvement projects across geographies.
· Promote innovation and modern ways of working to enhance service delivery.

Key Performance Indicators (KPIs)
Service Delivery & Operational Excellence
· SLA/KPI Compliance Rate – % of services delivered within agreed SLAs.
· Audit & Control Scores – Results from internal/external audits.
· Customer Complaint Resolution Time – Average time to resolve escalated issues.
· Transition Success Rate – Smooth onboarding of new customers.
· P&L people cost management delivery
Leadership & People Management
· Employee Engagement Score – From surveys or pulse checks.
· Team Development Metrics – % of team with completed development plans or training.
· Attrition Rate – Voluntary turnover within the team.
· Performance Review Completion – Timeliness and quality of 1:1s and appraisals.
Customer & Stakeholder Engagement
· [bookmark: _Hlk209103471]Net Promoter Score (NPS) – Customer satisfaction and loyalty.
· Stakeholder Feedback – Qualitative input from internal/external partners.
· Issue Escalation Frequency – Number of escalations reaching the SDD level.
Continuous Improvement & Innovation
· Number of Improvement Initiatives Delivered – Projects completed per quarter.
· Innovation Adoption Rate – Uptake of new tools, methods, or practices.
· Demonstrable examples of using AI to enhance customer experience and/or operational excellence 




	About Zellis Group

	We are Zellis Group. The UK and Ireland’s leading provider of pay, HR, reward, analytics and people experiences.
Zellis Group consists of three companies - Zellis, Moorepay and Benifex - who provide services to different customers and have the autonomy to design and deliver products to meet their unique needs. We are three distinct and successful businesses, but there is power as a group.
Our overall purpose is to power exceptional employee experiences so you and your people do better.

Our history
We have over 50 years of heritage and industry experience – and we’ve been ahead of the curve throughout.
More than half a century ago, we were founded as Peterborough Data Processing. Quite a lot has changed since then – not least our name.
We were acquired by Northgate, becoming NorthgateArinso in 2007 and NGA Human Resources UK and Ireland in 2014, where we were joined by Moorepay. In 2018, the UK and Ireland division was sold to Bain Capital and now we operate as a standalone company.
After acquiring Benifex, we’re now even better equipped to serve the complex needs of our customers.
In September 2020 we launched Zellis HCM Cloud, the exciting next evolution of ResourceLink, our flagship payroll and HR solution. 

We’re proud of our culture
At Zellis we work hard to create a culture where people want to join, belong to, and be part of a progressive organisation. We’re committed to recruiting and retaining a diverse and inclusive workforce that is representative of the customers we serve and the communities we operate in.

Our values, which were defined with input from all of our 2,000 colleagues, are not empty words on a poster. They reflect who we are, and how we operate as a business.
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Unstoppable together

We are inclusive, celebrate differences
and work together to achieve
exceptional results.

Always learning

We build expertise in ourselves and
others, always looking for better ways.

Make it count

We are accountable for what we do and
the impact we have.

il

Think scale

We build for the future, creating
repeatable, simple and scalable
solutions.
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