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JOB DESCRIPTION
	JOB TITLE
	Service Delivery Manager 

	GRADE
	PO12

	REPORTING TO
	 Service Management and Performance Manager 

	JD REF
	CSUP0175P


PURPOSE

To lead and forges strong, proactive relationships between IT and Council departments to ensure the Council receives the most possible value from its IT systems and services.
MAIN DUTIES AND RESPONSBILITIES

1. Function as liaison between the wider Council & the IT service.
2. Align IT service and Council requirements.
3. Be the subject matter expert and the main escalation point for issues.
4. Assist in elimination of root causes of technical problems.
5. Monitor service level agreements and ensure the IT service meets those requirements.
6. Work with IT product owners and vendors to ensure the service remains healthy.
7. Monitor service compliance with processes, principles, and standards.
8. Track operations and projects to ensure they meet delivery objectives.
9. Make best use of established systems; understanding how they can used most effectively to deliver value to the Council.
10. Review opportunities for automation within systems.
11. Promote and manage continual service improvement opportunities for the service area.
12. [bookmark: _Hlk80364490]To undertake other duties commensurate to the grade of the post. 
13. Ensure that duties are undertaken with due regard and compliance with the Data Protection Act and other legislation. 
14. Carry out duties and responsibilities in accordance with the Council’s Health and Safety Policy and relevant Health and Safety legislation.
ESSENTIAL ROLE SPECIFIC KNOWLEDGE, SKILLS AND EXPERIENCE: 

Qualifications:
· Attainment of, or agree to work towards completion of, ITIL v4 Foundation certificate and/or extensive experience within the profession that can be evidenced.
· To undertake training and constructively take part in meetings, supervision, seminars and other events designed to improve communication and assist with the effective development of the post and post holder. 
Knowledge & Skills:

· Excellent listening and customer service skills. 
· Understanding of professional etiquette.
· Demonstrable understanding of IT service functions and structures.
· Effective communication capability in all forms.
· Able to lead a group of people you do not directly manage to complete tasks in a productive manner.
· Able to plan, structure, and appropriately prioritise tasks.
· Diligence is essential so both IT and Council department requirements are accurately assessed.
· Ability to collaborate well with others. 
· Pattern and trend analysis capabilities, to ensure ongoing, underlying issues are recognised and dealt with.
· Must be able to find effective and appropriate solutions through problem-solving.
· Capable of handling escalations, even in difficult circumstances.
· Ability to work to deadlines in a demanding environment.
· Desirable - Use of incident and request management logging systems.
· Desirable - Demonstrable project management skills.
· Desirable - Ability to monitor service performance and understand KPIs.

Experience:

· Negotiation with Council service owners, their suppliers, and IT product owners.
· Assessing the business impact of individual and common service incidents and setting customer expectation.
· Managing own and supporting with the management of team workloads in line with service level agreements and targets.
· Project management methodology in any environment – both waterfall method and Agile.
· Providing excellent customer either interdepartmental, business to business, or direct service to customer capacity.
· Desirable – Experience working in a local government environment. 

ADDITIONAL INFORMATION:
The postholder must be able to travel across the borough.

Able to work outside traditional hours, of a weekend and evening as required, adopting an agile working approach in response to business requirements. 

HEALTH & SAFETY CONSIDERATIONS: 

•	Work with VDUs (Video Display Unit) (>5hrs per week)
•	Working nights
•	Lone working

dATE OF APPROVAL: MARCH 2024
APPROVED BY: PETE MOULTON (HEAD OF ICT)
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