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	Job Title
	[bookmark: OLE_LINK3][bookmark: OLE_LINK4][bookmark: OLE_LINK7]Implementation Engagement Manager
	Job Family
	TBC 

	Grade
	TBC
	Reports to
	Implementation Engagement Director

	Location
	Home based
	Team Size
	No direct or indirect reports



	About the role:

	
The ZCS Implementation Engagement Manager will support the ZCS Engagement Directors, responsible for Implementation project governance, customer relationship management and supporting sales growth in one or more of three market segments – strategic and enterprise, mid market or public sector.  Additionally they may be asked to support on key internal Transformation programmes.  	Comment by Mike Mcdonnell: across our market segments? 

A highly external facing role they will work supporting the Implementation project teams and the commercial/sales teams on an engagement by engagement basis to achieve the outcomes committed to the customer.  This leader will be extremely credible with customers, have a strong growth and governance track record and be able to energise and motivate a team who has come together for the specific engagement.  

Under the overall governance of the ZCS Engagement Directors, the Engagement Manager will own the project P&L, customer satisfaction and achievement of customer benefits and Zellis implementation quality measures.  They must be able to manage customer dissatisfaction swiftly and effectively without creating unnecessary commercial exposure for Zellis.  The Engagement Manager is expected to have close working relationships with the Engagement Director, Commercial, Technology and Managed Services. 

The chosen candidate will bring gravitas and a pragmatic and transformational approach to engaging internal stakeholders, will act as the voice of the customer internally (in a delivery context) and have a ‘can do’ attitude to ensure we exceed customer expectations.


	

	Role Accountabilities and responsibilities:

	[bookmark: _Hlk6227207][bookmark: OLE_LINK1]
In this role your key responsibilities will be:
· [bookmark: _Hlk155281448]Market-facing involvement with key clients; specifically to participate in selling and closing major engagement bids and initiatives in services, with a focus on onboarding new customers to Zellis	Comment by Mike Mcdonnell: with a particular focus on new customer implementations? 
· Under the guidance of the Engagement Director, identifying and pulling together the right project team with the right mix of skills for each engagement and on occasion project managing projects without the need for a project manager
· To embrace the Zellis Delivery methodology and ensuring every engagement complies with the agreed approach, whilst also contributing to how the methodology could be improved
· Pricing for each project ensuring we are competitive and do not act as a barrier to switch, with general sentiment post implementation that we offer value for money
· [bookmark: OLE_LINK5][bookmark: OLE_LINK6]Under the overall governance of and reporting progress on key measures to the Engagement Director:
· Manage the P&L of a job-by-job basis,
· Ensure the achievement of customer success outcomes and Zellis quality and Implementation measures, 
· Bring accountability for customer satisfaction, customer benefits and quality KPI achievement,
· Deliver in line with target margins
· Accelerating time to value over time until implementations are consistently aligned to KPIs
· Leading on post implementation reviews and implementing lessons learnt in other engagements but also sharing with colleagues
· Help support In Life Solutions division by proactively identifying opportunities and pulling in colleagues to capitalise post go live
· Engage your virtual teams
· Contributing to performance management conversations and skills development focus in the service lines
· Readily embrace new product features and the opportunity this presents
· Cross-functional influence, relationship building, and project management skills toward a broad constituency ranging from peer work groups and channel partners.
· Great team player: Willing to take leadership role in driving initiatives, working across organisations, and structuring approaches to new opportunities.


Essential Experience and Skills:

· Experience leading medium-large scale Implementation, software, advisory or Managed Services customers with medium-large scale employee volumes (over 10,000 EE’s and £300k budgets), preferably as a Portfolio Manager
· Ability to manage & own Programme KPIs, objectives, financial measures, planning, resourcing, deliverables and successful outcomes with internal and customer stakeholders (including C-Suite level)
· Ability to act as portfolio lead across medium-high complexity programmes and projects, including over multiple workstreams (cross customer, cross sector, third party and internal cross functional)
· Ability to support commercial teams and pricing for programmes/projects in the sales pipeline 
· Experience leading multi-disciplinary teams including outside of knowledge expertise
· Ability to oversee self and others; plans, schedules and delivers work to meet given objectives, outcomes and KPIs
· Ability to monitor self and others against agreed delivery timelines
· Determines, applies and advises appropriate methods, tools, applications and processes (leading continuous improvement of standard operating processes)
· Significate Influence across multi-disciplinary teams (internally & with customers)
· Partners, consults and facilitates appropriate collaboration between senior stakeholders, including C-Suite level (internally and externally)
· Participate in thought leadership related to own specialisms
· Influences strategy for own specialisms
· Follows an expert approach to identifying and resolving business and reputationally impacting risks and issues
· Owns root cause analysis for risks and issues
· Act as a point of escalation, managing difficult conversations for senior stakeholders, including C-Suite level
· Defining, alongside the Service Line leads, the approach and playbook to problem resolution and solution design
· Takes the initiative in identifying their own and supporting team members’ appropriate development opportunities
· Supporting Service Line Lead to develop and mobilise the full range or required skills and capabilities for the business
· Experience working in the HR & Payroll software and/or outsourcing industry (Preferred) 	Comment by Mike Mcdonnell: Able to switch between Commercial and Public Sector


 

	


	People Leadership / Team Leadership:

	
This role does not have any direct people line management responsibilities 	Comment by Mike Mcdonnell: Values need updating below - wont let me add a comment in that section however 




	Special Circumstances / Other Requirements e.g. travel requirements, working arrangements etc

	
This role could require regular travel, potentially overnight or for extended periods of time, both to customer locations and Zellis or partner offices 





	About Zellis

	
Zellis is the leading provider of payroll and HR solutions for the UK and Ireland.
Together with Benefex and Moorepay, we form the Zellis Group, serving a vast array of companies across every vertical and industry.

Our purpose is to make people feel appreciated for the work they do – through precision, choice, and magic.

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 Benefex, we’re now even better equipped to serve the complex needs of our customers.

Our vision
Our vision is to be the clear leader in pay, reward, analytics, and people experiences. There’s nothing more important to us than building trusting and beneficial relationships with our customers, using our size, scale, and breadth of experience to offer tailored solutions that precisely meet their business needs.
We design solutions that keep our customers ahead of change as they navigate the regulatory complexity and workforce uncertainty which exists in today’s business landscape. At the heart of everything we do are our highly qualified payroll and HR experts, who are committed to delivering first-class customer service at all times.

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.









	
Making People feel appreciated for the work they do.
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Our values...
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Unstoppable together

We work together to

achieve amazing results.

We are inclusive,
celebrating differences
and respecting others.
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Always learning

We build expertise in
ourselves and others.

We are dynamic, always
looking for better ways.
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Make it count

We work with precision
and pace.

We take ownership for
what we do and how we
do it matters.
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