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JOB DESCRIPTION

	 Job Title:  
	Service Delivery Manager

	Grade / Role:
	Manager 1C	

	Reports to:  
	Head of IT

	Section:  
	Service Support

	Department:
	Digital Data & Technology



	
Job Summary


	The IT Service Delivery Manager is responsible for the effective delivery, performance, availability and continual improvement of live IT services across the organisation.
The role provides operational ownership and assurance across the end-to-end service lifecycle, acting as a key link between the business, IT technical teams, project and programme teams and third-party suppliers.

The post holder will ensure that services are designed, transitioned, supported and operated in a way that meets agreed business requirements, service levels and customer expectations.

The role will provide leadership across Service Management disciplines including Incident, Major Incident, Problem, Change, Service Level Management, Service Transition, Service Continuity and Continual Improvement.



	
Responsibilities and Duties


	Service ownership & service performance
· Take operational ownership for the quality, performance, availability and continuity of services within scope.
· Ensure services are delivered in accordance with agreed Service Level Agreements (SLAs), Operational Level Agreements (OLAs) and business requirements.
· Establish and maintain appropriate service measures, KPIs and performance indicators.
· Produce and present regular service performance reports, highlighting trends, risks, exceptions and improvement opportunities.
· Lead regular service reviews with business stakeholders and service owners.
· Ensure service performance issues are appropriately escalated and corrective actions are identified and tracked.
· Provide assurance to IT leadership and business stakeholders regarding the overall health and operational risk of services.

Incident & Major Incident Management
· Own and oversee the end-to-end Incident Management process.
· Monitor incident performance against agreed SLAs and identify recurring or systemic issues.
· Lead and coordinate Major Incident Management, ensuring appropriate technical, business and supplier resources are engaged.
· Ensure clear and timely communication with stakeholders throughout major service disruptions.
· Ensure Major Incident Reviews / Post-Incident Reviews are completed and actions are tracked through to completion.
· Monitor incident trends, Mean Time to Restore/Resolve (MTTR), repeat incidents and SLA breaches.
· Continuously improve incident management practices, processes and tooling.

Problem Management
· Own and oversee the Problem Management process for services within scope.
· Identify trends and recurring incidents that require structured problem investigation.
· Ensure appropriate root-cause analysis is undertaken.
· Work with technical teams and suppliers to identify and implement permanent resolutions.
· Track known errors, workarounds and corrective actions.
· Measure the effectiveness of Problem Management through reductions in repeat incidents and service disruption.

Change & Release Management
· Ensure changes to live services are appropriately assessed, risk-managed, authorised, scheduled and implemented.
· Represent Service Delivery within Change Advisory Board (CAB) and other change governance forums.
· Ensure appropriate impact assessments, implementation plans, rollback arrangements and stakeholder communications are in place.
· Monitor change success, failed changes and change-related incidents.
· Ensure lessons learned from unsuccessful changes are incorporated into future change activity.
· Work with project and technical teams to ensure changes are operationally supportable before implementation.

Service Transition & Operational Readiness
· Provide Service Delivery representation throughout projects, programmes and significant technology changes.
· Ensure new and materially changed services are operationally ready before entering live service.
· Define and validate operational acceptance criteria.
· Ensure appropriate support models, SLAs, OLAs, monitoring, alerting, documentation, knowledge articles and escalation routes are established.
· Ensure service ownership and support responsibilities are clearly defined before transition into BAU.
· Coordinate operational handover from project delivery into service operations.
· Provide oversight of Early Life Support following significant implementations.
· Ensure lessons learned from transition and implementation are captured and used to improve future service transitions.

Service Level Management
· Develop, maintain and review SLAs, OLAs and service performance measures.
· Ensure service levels reflect business requirements and customer expectations.
· Monitor performance against agreed targets and identify emerging risks.
· Lead service performance reviews with business stakeholders.
· Agree remediation and improvement actions where service performance falls below expectations.
· Ensure supplier commitments are appropriately reflected in service management arrangements.

Service Desk & Support Operations
· Provide leadership and oversight of the Service Desk and associated support functions.
· Ensure the Service Desk operates as an effective single point of contact for IT support.
· Monitor performance against agreed targets including response and resolution SLAs, first-contact resolution, backlog, customer satisfaction and ticket quality.
· Ensure effective triage, prioritisation and escalation between the Service Desk and technical resolver groups.
· Ensure appropriate resourcing, capacity, rotas and on-call arrangements are in place.
· Review demand, ticket volumes and workload trends to identify capacity and service improvement requirements.
· Drive effective knowledge management and ensure support documentation is maintained.
· Ensure consistent adherence to agreed ITSM processes and standards.

Service Availability, Capacity & Continuity
· Monitor the availability, performance and resilience of critical IT services.
· Work with technical teams to identify and address service availability and performance risks.
· Ensure appropriate monitoring and alerting arrangements are established.
· Review demand and capacity trends and identify future operational requirements.
· Ensure critical services have appropriate service continuity and recovery arrangements.
· Participate in disaster recovery and service continuity exercises.
· Ensure lessons identified through testing, incidents and service disruption are tracked through to completion.

Supplier & Contract Management
· Manage the operational performance of third-party suppliers supporting services within scope.
· Monitor supplier performance against contractual SLAs, KPIs and service commitments.
· Lead regular operational service reviews with key suppliers.
· Act as the escalation point for significant supplier issues and service failures.
· Ensure supplier incidents, problems and changes are managed in accordance with organisational processes.
· Identify supplier performance risks and ensure appropriate remediation plans are agreed.
· Support contract renewals, commercial reviews and procurement activity where required.


Continual Improvement
· Establish and maintain a prioritised Service Improvement / Continual Improvement register.
· Use service performance, incident, problem, customer and supplier data to identify improvement opportunities.
· Lead and coordinate service improvement initiatives across IT.
· Challenge inefficient processes, unnecessary demand and recurring service issues.
· Develop business cases or recommendations for service improvements and investment where appropriate.
· Track improvement actions through to completion and measure their effectiveness.
· Promote a culture of continual improvement across Service Management and IT Operations.

Stakeholder & Customer Management
· Act as a trusted operational relationship owner between IT and designated business areas.
· Build effective relationships with senior stakeholders, service owners and key customers.
· Understand business priorities and ensure IT services continue to support organisational objectives.
· Communicate effectively during service disruption, incidents, planned maintenance and significant change.
· Manage expectations where service constraints, risks or dependencies exist.
· Provide clear and accurate information to stakeholders at an appropriate level of detail.

Risk, Governance & Compliance
· Identify and manage operational service risks, issues, dependencies and vulnerabilities.
· Ensure appropriate risks are recorded, escalated and managed through agreed governance arrangements.
· Maintain appropriate service documentation, ownership information and operational records.
· Ensure ITSM processes are appropriately governed and consistently applied.
· Support internal and external audits where required.
· Ensure services operate in accordance with relevant organisational policies, standards and regulatory requirements.

People Leadership
· Lead, manage and develop direct reports, creating a high-performing and customer-focused service management culture.
· Set clear objectives and expectations aligned to organisational and IT priorities.
· Undertake regular performance, development and wellbeing conversations.
· Identify skills gaps and develop appropriate training and development plans.
· Support recruitment, succession planning and workforce planning.
· Encourage collaboration across Service Management, Service Desk, Application Support, Infrastructure and other technical teams.
· Promote a culture of ownership, accountability and continual improvement.

Financial & Commercial Management
Where applicable:
•	Contribute to the management of operational IT budgets.
•	Monitor service and supplier expenditure.
•	Support procurement, contract renewal and supplier selection activity.
•	Identify opportunities to improve value for money and service efficiency.
•	Ensure supplier services provide appropriate value against business requirements.



	
Special Conditions (include any special conditions, for example shift patterns, hours of work, working outdoors etc.)


	
· The role allows some hybrid working.  However, due to service requirements the main work location for the role will be at our Headquarters in Birmingham.

· The role will also require attendance across multiple sites at times, a full driving license will be required.





	
Role related knowledge, skills and experience


	WMFS is looking for an experienced IT Service Delivery professional who can take ownership of the end-to-end delivery and performance of live IT services. The successful candidate will combine strong practical knowledge of IT service management with the ability to build effective relationships across technical teams, business stakeholders and third-party suppliers. They will be comfortable operating in a complex and changing environment, managing operational risk and service disruption while maintaining a clear focus on customer experience and business outcomes. The role requires someone who can move beyond simply managing processes and reporting performance, using service data, incidents, problems, customer feedback and operational insight to identify risks, challenge existing ways of working and drive meaningful continual improvement. They should be confident working across the full service lifecycle, from service transition and operational readiness through to day-to-day service operation, performance management and service improvement.

Essential
· Significant experience in IT Service Delivery, Service Management or IT Operations.
· Demonstrable experience managing and improving live IT services within a complex organisation.
· Strong practical understanding of IT service management principles and frameworks.
· Proven experience managing Incident, Major Incident, Problem and Change processes.
· Experience of Service Level Management and producing meaningful service performance reporting.
· Experience of managing or contributing to Service Transition and operational readiness.
· Experience managing third-party suppliers and service providers.
· Experience working with technical resolver teams in a matrix environment.
· Strong stakeholder management and communication skills, including experience engaging with senior stakeholders.
· Experience of leading continual service improvement.
· Experience of people management and team development.
· Strong analytical and problem-solving skills with the ability to interpret service performance data and identify trends.
· Ability to manage competing priorities and remain effective during periods of significant service disruption.

Desirable
· Experience within a regulated, public sector or similarly complex environment.
· Experience of outsourced or managed service environments.
· Experience with enterprise ITSM platforms such as Freshservice, ServiceNow or equivalent.
· Experience supporting enterprise applications, infrastructure or business-critical technology services.
· Experience of service transition within project and programme environments.
· Experience of contract management and commercial negotiations.
· Experience of IT service continuity and disaster recovery.
· Experience of ITSM tooling, automation and service reporting/analytics.
· Experience working within Agile, PRINCE2 or other structured delivery environments.






	
Qualifications


	Essential
· ITIL Foundation certification or demonstrable equivalent knowledge and practical experience of IT Service Management.



Desirable

· ITIL 4 Foundation or higher-level ITIL certification.
· ITIL 5 Foundation or higher-level certification, where applicable.
· IT service management, operations or service delivery qualifications.
· PRINCE2, Agile or equivalent project/delivery qualification.
· Relevant degree or professional qualification, or equivalent demonstrable experience.
· The organisation will support ongoing professional development and expects the post holder to maintain current knowledge of IT service management practices and emerging approaches.



	
Level of DBS required (eg: Basic, Standard, Enhanced, Enhanced with Barred List)


	
Standard
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