
Operational Excellence Manager

Ontario

Purpose of the Job:

Fostering a culture of sustainable change through the creation and embedding of LEAN methodology, and the supporting
framework, to deliver business transformation.
Support the development of, refine and document claims for all department policies and best practices.
Develop and promote the adoption of refined policies and practices within the organization.
Implement efficient workflows and improvements in all areas of the business.
Monitor senior business analysts to assess system development, enhancements, process improvements and system
procedure guides.
Enable problem-solving in the development of process improvements and related topics between all departments and
vendors.
Managing the development, delivery and execution of process improvements throughout all departments.
Working directly with the client to propose, seek approval and deliver metrics with new and on-going improvement initiatives.
Managing process improvement initiatives that are in line with the Companyâ€™s delegated contractual responsibilities for
the provision of Driver Examination Services in the province of Ontario.
Promote operational best practices and utilise all relevant sources of data to inform the development of continual
improvement of operational practices.
Accountable to provide organizational leadership through implementing and managing to annual business plans to meet
contract requirements for assigned sections.
Ensure compliance with all Serco Canada Inc. policies and procedures, including but not limited to Code of Conduct and
Ethics, Serco Management System, PDRâ€™s, etc.
Help our customer deliver vital services more efficiently by developing and maintaining improvements to processes that
increase operational performance while increasing the satisfaction of the end customers.

Primary Duties and Responsibilities:

To identify and deliver service improvement activity across the business through employing process improvement
methodologies and the application of innovative and design thinking.
To work with key business stakeholders, and internal â€˜LEAN championsâ€™, to build a continuous improvement
environment to support an on-going program of change.
To lead and facilitate LEAN/process improvement based workshops to drive ideas and solutions.
To support the delivery of better value and greater efficiency through the identification and elimination of unnecessary
complexity within business processes and identification of better ways of working.
To identify trends and process variations as part of establishing a continuous improvement monitoring system
To over-see and assist in the development and implementation of a â€˜best-in-classâ€™ continuous improvement strategy.
To take ownership of change initiatives from evolution/efficiency identification through to project delivery via internal
governance and controls.
To drive process change using staff interviews, document analysis, requirements workshops, surveys, site visits, business
process descriptions, business analysis and workflow analysis.
To work with other team members and departments to devise new support material based on the revised processes, to
include training, reporting and systems enhancements.
To actively monitor project risks and identify potential problems and proactively identify solutions.
To ensure the business impact and project objectives/dependencies are identified, reported on and managed at all times.
Regular monitoring of business processes and refining them to drive efficiency.
Assessing field processes and making changes for immediate improvement.
To deliver coaching and run projects through to implementation.
To complete post implementation reviews to ensure successful delivery has been achieved and to ensure that improvements
can be made for future projects.
Work collaboratively with internal stakeholders to develop, assess and implement improvement initiatives, using cost
benefits analysis techniques where necessary.
Performs planning and estimating as required to support estimates, schedules and procurements in conjunction with the
procurements process and Finance department.
Direct subordinate supervisors and employees in performance of section tasks and responsibilities.
Ensure all deliverables and other reports are completed accurately and on time.
Selection, performance evaluation and overall management and motivation of subordinate staff in accordance with human
resources policies/employment legislation and in support of Sercoâ€™s Values.
Ensure that standards for the accomplishment of short-term priorities are clearly articulated and that resources are made
available to achieve the standard.
Track the success of major initiatives and make mid-course corrections.
Communicate key business objectives and results to Supervisors and front-line staff.



Visibly demonstrate Serco Values and work practices and ensure that all staff across the organization are practicing these
Values daily.
Maintain strong working relationships with key external stakeholders.
Accountable for developing, implementing, and managing to business plan and delivering the agreed outcomes.
Other related duties relevant to this position as may be required.

Competencies

Effective communication skills and presentation skills and ability to work cross functionally within the organization.
Solid technical, business and project management knowledge.
Excellent collaborative leadership and organizational skills.
Stellar internal and external relationship building skills.
Strong degree of integrity and judgment.
Able to effectively delegate authority as required.
Willing to take ownership for the outcomes of projects within scope of responsibility.
Strong planning, coordination, execution and analytical skills.
Proven ability to meet deadlines and changing priorities.
Managerial leadership skills:

Capability in applying and ensuring consistent Performance Management practices (Coaching, Feedback,
Expectations, Corrective Action, etc.).
Capability in ensuring the overall development of direct reports and teams.
Solid decision making skills to manage outcomes.
Team building aptitude, focus on productivity and collaboration.
Demonstrated capability in planning, implementing, and leading change initiatives ensuring adequate change
leadership.
Solid communication skills to appeal to broad audiences including managerial, direct reports, and cross-functional
relationships.
Capability to influence others internally and externally, including senior leaders.
Presents with impact. This includes skillfully facilitating discussions and confidently expressing ideas and insights
when appropriate.
Capability to exchange ideas and information effectively using tact and diplomacy when dealing with others.

Personal Attributes:

Innovative, creative and agile.
Anticipates issues and opportunities and proactively responds.
Focuses on solutions; drives results; makes tough decisions in ambiguous situations.
Inspires transformative change.
Builds effective and sustainable teams.
Highly accountable and motivated with a strong work ethic.

Qualifications:

Lean Six Sigma training with the ability to achieve black belt status.
Thorough understanding of the driver examination policies, procedures and working practices.
Previous managerial/supervisory experience and strong performance management experience.
Excellent computer skills in MS Office suite.
MS Project experiences a benefit.
Excellent communication and interpersonal skills.
Comprehensive understanding of concepts and principles within own discipline and knowledge of others.
Ability to evaluate risk and related mitigation strategies.
Contractual understanding of commercial and labour agreements.
Communicates effectively â€“ able to articulate ideas in a clear and persuasive manner.
Initiative â€“ the ability to think and act ahead, takes a proactive approach in anticipating problems and driving opportunities.
Manages people effectively â€“ follows through with performance management including objective setting, regular feedback
and review.

Health & Safety, Environmental:

Ensure compliance with all regulations, policies and procedures pertaining to the operations including occupational health
and safety, environmental, and quality.
Responsible for the safety of all personnel, equipment, and facilities under the scope of this position, in accordance with
Provincial, Federal, Serco and customer safety regulations and procedures.



Accountable for developing and tailoring plans to drive for results in the areas of safety, compliance, service delivery and
cost.
Authority to stop work or service delivery for matters relating to EH&S and regulatory compliance risks.

Other:

Performs other tasks as assigned.

Serco Canada Inc. an equal opportunity employer that is committed to inclusive, barrier-free recruitment and selection
processes. Consistent with our Values, Serco Canada is committed to providing equitable treatment to all with respect to
barrier-free employment and accommodation without discrimination. Serco Canada will provide accommodation for
applicants in all aspects of the hiring process. If you have an accommodation need, please contact Human Resources as
soon as possible to make appropriate arrangements.


