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	Job Title
	Platform Support Team Leader


	Function / Department
	IT- Service Delivery and Operations


	Location
	Milton Keynes


	Reporting To
	Service Operations Manager


	Date
	15/04/2026




	[bookmark: _Hlk138086315]JOB PURPOSE & RESPONSIBILITIES

	Job Purpose:
To manage the Platform Support Team within the DPG Service Delivery and Operations Team, driving the delivery of the Digital Workplace strategy and service delivery to provide a first-class colleague/user experience. Act as the technical and service-delivery champion for the Digital Workplace, ensuring high-quality support, continual improvement and secure, compliant end-user platforms.


	Key Responsibilities/Job Tasks:
· Lead and manage the Platform Support team to deliver a first-class colleague experience.
· Set clear direction, priorities, and performance expectations for the team, ensuring alignment with broader IT service, IT support, and business objectives.
· Act as a hands-on technical leader; develop team capability, mentoring, and multi-skilling.
· Own end-user incident/service request management, including escalation and troubleshooting, ensuring resolution within agreed SLAs and driving down repeat tickets.
· Manage the build, configuration and lifecycle of end-user assets, including stock control and availability.
· Manage deployment end-to-end and maintain the Intune build environment; ensure software is up to date and compliant with security policies.
· Govern the operation and alignment of end‑user platforms, including on‑premises, such as Active Directory, Microsoft Entra ID, Microsoft 365, authentication services (e.g. VPN), and endpoint security controls.
· Own and manage the Intune MDM platform, supporting the Modern Workplace team on adoption of any changes (e.g., video conferencing, Wi‑Fi).
· Manage the on-premises and Exchange Online and hybrid messaging and associated deskside infrastructure.
· Maintain compliance with relevant software licensing, data protection requirements, and health & safety policies.

	Financial Scope/Operating Budget/Revenue (P&L) (If Applicable) n/a
N/A




The following sections consist mainly of a series of questions related to specific skills/job requirements.  You should focus on the role rather than the individual when considering the most appropriate answer and should base the response on what you consider to be the normal features of the job which are typical of the job and its usual working conditions over the year.

	SKILLS & JOB REQUIREMENTS

	Strategic Responsibility
Please provide details of the level of responsibility the role has for setting strategy: (Please indicate if a role has accountability for setting or inputting into a specific strategy e.g., a Functional Strategy, please confirm if it is Significant)

Responsible for delivering the  roadmap, translating it into team plans, priorities and standards. Leads the Platform Support team in delivering agreed tools, processes and ways of working, and champions adoption and continuous improvement with stakeholders.


	Business Knowledge
Please provide details of how much business knowledge the role requires as a minimum requirement i.e. how much internal knowledge of the business is required, and how much if any external commercial awareness is required? Which teams does the role work closely with?
Requires strong understanding of end-user operations, colleague experience expectations, asset lifecycle and service management (SLAs/ITIL). Works closely with IT Infrastructure, Service Delivery, Information Security, Procurement/Licensing, and business stakeholders to gather requirements and prioritise improvements; maintains awareness of vendor/product roadmaps and licensing/compliance obligations.


	Problem solving
Please provide details of how the role resolves problems/issues daily: e.g. Does the role use straightforward common sense? Does the role make straight forward judgements and is guided by precedents? Does the role evaluate multiple sources of information in complex or novel situations?
Resolves a wide range of end-user and platform issues, from routine incidents to complex/novel problems across devices, identity, email and deployment. Evaluates multiple sources of information (monitoring, logs, user impact, trends) to diagnose root cause, applies ITIL problem management, and implements improvements to reduce repeat tickets.


	Decision making
What level of decision making is required of the role and on what decisions does it impact? E.g. there is little requirement for decision making in the role, or role makes decisions within defined procedures, or role makes decisions outside of established procedures but within a policy framework, or role makes decisions within broad business guidelines where there are few or no policies available.
Makes day-to-day operational decisions on incident prioritisation, escalation, resource allocation and service restoration within agreed processes/SLAs. Takes decisions on end-user tooling standards, deployment approach, asset lifecycle and configuration within policy frameworks, escalating high-impact changes or risk decisions through governance as required.


	Communication
Please outline the type of communication skills required: e.g. is basic common courtesy required, or regular exchange of factual information, or are influencing or negotiation skills required as an essential requirement of the role?
Requires clear, professional communication with colleagues at all levels to provide support, explain technical issues in plain language, and set expectations around SLAs. Influences stakeholders on Digital Workplace roadmap decisions, drives adoption of new technology and processes, and leads team communications during incidents and major incidents.


	Innovation
To what extent does the role contribute to and manage change, e.g., suggest improvements to products/processes or contributes useful ideas or regularly recommends improvements on existing procedures and quality within own area, or develops/adapts new existing processes for increased quality/efficiency or continuously searches for improvements in techniques which add value to the business and has full responsibility and accountability for implementing these.
Champions continuous improvement and digital transformation of the workplace environment, actively keeping up to date with emerging technologies and industry best practice. Proactively identifies opportunities to improve colleague experience, security and efficiency, and shares recommendations with stakeholders. Supports and leads agreed change delivery (e.g., deployment/endpoint management improvements, tooling upgrades) and embeds standards to mature the service.




Please summarise the levels of minimum education, knowledge, skills and experience this position requires (e.g., if you would be recruiting to fill this position, what aspects of background or knowledge would you expect a successful job applicant to have?)

Note: This may differ from the current job holder’s own skills and experience

	JOB SPECIFICATIONS

	Degree/Professional Qualification
	· Relevant industry-recognised certification or demonstrable industry experience.
· ITIL Foundation certification preferred.


	Knowledge
	· Strong knowledge of Digital Workplace / end-user computing, service delivery and ITIL processes (incident, major incident and problem management).
· Working knowledge across key technologies such as Windows 11, Microsoft 365, Microsoft Entra ID (Azure & on‑prem), Group Policy, Azure, Cisco/Meraki networking and Intune.
· Understanding of software licensing compliance and UK & Ireland data protection and ePrivacy requirements.

	Skills/Ability
	· Strong leadership and people management skills with a focus on customer/colleague experience, mentoring and team development.
· Ability to manage incidents, escalations and prioritisation to meet SLAs and reduce repeat issues through problem management.
· Strong stakeholder management and communication skills; able to influence, challenge the status quo and champion digital transformation.
· Data literate and able to analyse sources of information to identify trends and gather insights 
· Attention to detail
· Organisational skills and ability to implement improvement plans 
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