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	Job Title
	Senior IT Service Delivery Manager

	Function / Department
	IT 

	Location
	Milton Keynes

	Reporting To
	Director of IT Service Delivery and Operations 

	Date
	February 2026



	[bookmark: _Hlk138086315]JOB PURPOSE & RESPONSIBILITIES

	Job Purpose:
The role strengthens the organisation’s ITIL Service Delivery capability by overseeing, improving, and governing the core service management processes that underpin consistent, high‑quality IT services. The role provides leadership across Major Incident, Problem, Change, and Service Transition governance, ensuring processes are well‑designed, consistently applied, and aligned to ITIL best practice. Through strong process stewardship, the role maintains service stability, supports compliance with defined frameworks, and drives continual improvement across the Service Delivery lifecycle.


	Strategic Service Leadership
Act as senior escalation authority for all critical incidents, major problems, and high‑impact operational issues.

Service Performance, KPIs & Continual Improvement
Own and refine operational KPIs, SLAs and OLAs, ensuring they drive performance, efficiency, and customer satisfaction at scale.
Lead data‑driven continuous improvement initiatives across processes, tooling, and team capability.
Oversee complex trend analysis to identify systemic issues and implement remediation and long‑term stability plans.

Ticket & Workflow Oversight
Provide strategic oversight and governance of all requests, incident, problem, and change processes, setting the standards, controls, and ways of working that define how operational activity is executed. Ensure these enterprise‑wide practices are consistently aligned to ITIL best practice, driving maturity, resilience, and long‑term service excellence across the organisation.
Ensure seamless workflow between analysts, shift leaders, problem management, and 3rd line engineering teams.

Process Governance & Working Practices
Ensure all IT Service Management processes are robust, audited, and continuously optimised.
Drive standardisation and repeatability across operational practices to scale support efficiently as the business grows.
Develop business cases for operational investment, tooling enhancements, and departmental structuring / Ways of Working where required.

Enterprise Tooling & Automation
Provide strategic leadership for the evolution of the service management platform (Halo), setting the long‑term vision, governance standards, and architectural direction required to ensure the platform enables enterprise‑scale growth. Drive the adoption of advanced capabilities, automation, and integrated workflows that enhance operational maturity, strengthen service resilience, and support the organisation’s future operating model.
Champion automation, self‑service, AI‑driven insights, and proactive monitoring capabilities across the IT Service Operations function.

Service Transition & Operational Readiness
Oversee the senior‑level governance of new services entering Operations, ensuring risk mitigation, scalability, and successful adoption.
Represent Service Operations at architectural, project and change approval boards/groups.

Knowledge & Capability Development
Own and govern the Knowledge Management process, ensuring the creation, maintenance, and reuse of high‑quality operational knowledge that enables faster incident resolution, consistent service delivery, and continuous improvement.
Support the ongoing development of team capability by promoting effective knowledge‑sharing practices, ensuring analysts consistently use, update, and contribute to high‑quality operational knowledge.

Incident & Problem Management Leadership
Direct high‑severity incident response, ensuring rapid stabilisation, transparent communication, and clear recovery plans.
· Strengthen proactive problem identification, root‑cause elimination, and preventive service improvements by embedding advanced trend‑analysis techniques, implementing structured problem‑detection frameworks, and driving earlier cross‑functional investigation of emerging issues. 

People Leadership & Succession Planning
Build and sustain a high‑performing, future‑ready Service Delivery function by developing strong leadership capability, embedding clear succession plans for all critical roles, and ensuring operational resilience at scale. 
As the senior governance lead for Service Delivery, the role also provides strategic continuity by deputising for the Director of IT Service Delivery & Operations when required, ensuring leadership coverage, stability of decision‑making, and alignment to the wider organisational strategy in their absence.

Change Management Leadership
 Provide governance over the Change Management process, ensuring all changes are rigorously assessed for risk, impact, and operational readiness before approval. 
Drive a controlled, high‑quality change pipeline by enforcing best‑practice standards, minimising service disruption, and ensuring alignment with business priorities.

Financial & Operational Stewardship
Oversee operational budgets, ensuring efficient resource utilisation and proactive cost management.
Ensure overtime, headcount, and service costs remain appropriate and value‑driven.

Compliance & Risk
Own and drive the governance framework that ensures all IT Service Operations comply with UK & Ireland Data Protection, E‑Privacy, and Cyber Security standards. Proactively identify emerging operational risks, defining mitigation approaches, and embedding the controls, policies, and ways of working required to safeguard service integrity. 
Proactively steer the risk status of the function by overseeing compliance reporting, advising senior leadership on critical risk exposures, and ensuring the organisation maintains a resilient, future‑ready operational environment.

	Financial Scope/Operating Budget/Revenue (P&L) (If Applicable) n/a
Please complete if this job has financial responsibility?
c. £800,000



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)

The role provides operational leadership for IT Service Delivery by defining, shaping, and governing the operational ways of working, and service management frameworks that underpin the function. It sets direction for how services are delivered and improved, ensuring policies, procedures, and governance controls are robust, future‑focused, and aligned with organisational priorities. The role drives long‑term service stability, leads the approach to major incident and problem resolution, and ensures operational performance consistently meets evolving business needs.

	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?

The role requires strong internal business knowledge, understanding operational processes, technology landscapes, and cross‑functional dependencies to ensure enterprise‑wide service stability. It relies on external commercial awareness of industry best practice and emerging technologies.

	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?

The role resolves issues by applying structured judgement, using precedents and ITIL frameworks, while also evaluating multiple data sources – including incident trends, technical inputs and cross‑team insights – to address complex or novel problems and prevent reoccurrence.

	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.
The role provides decision‑making leadership by shaping and governing the operational ways of working, policies, and procedures that underpin Service Delivery. It makes informed, forward‑looking decisions that extend beyond day‑to‑day operations, ensuring service performance, incident response, and operational stability align with the wider functional strategy. 

	Communication
Please outline the type of communication skills required: e.g. is basic common courtesy required, or regular exchange of information, or are influencing or negotiation skills required as an essential requirement of the role?

The role requires high‑level communication skills, including clear factual reporting, persuasive influencing, cross‑functional collaboration, and confident engagement with senior stakeholders within IT and the wider business to support operational decision‑making and service performance.

	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.

The role actively drives and manages change, continually recommending and implementing improvements to processes, quality, efficiency and service performance utilising the power of AI. It regularly adapts or develops new practices, contributes ideas, and is fully accountable for delivering enhancements that add measurable business value.



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
	· ITIL V4 Managing Professional or higher, with ITIL Master preferred


	Knowledge
	· Deep ITIL and Service Management Expertise: Strong knowledge of ITIL V3/V4 frameworks solid governance capability across Incident, Problem, Change and Service Transition, plus familiarity with Prince2 and Agile delivery methods.
· Broad Technical & Business Awareness: Understanding of investment appraisal techniques, Dynamics AX/NAV, SQL, infrastructure, networking, and desktop environments, combined with strong internal business knowledge and external awareness of industry best practices and emerging technologies.
· Broad technical appreciation of infrastructure, networking, and desktop environments. Strong understanding of Service Catalogue management, including defining, maintaining and governing service offerings to ensure clarity, consistency and effective operational delivery.”
· Strong understanding of Service Catalogue management, including defining, maintaining and governing service offerings to ensure clarity, consistency and effective operational delivery.

	Skills/Ability
	· Ability to lead complex incident, problem and change processes effectively  
· Communications skills with demonstrated success in influencing stakeholders and fostering effective cross‑departmental teamwork 
· Relationship building with ability to establish effective working relationship across the business
· Strong leadership in team development, coaching and succession planning
· Skilled in trend analysis, root‑cause identification and long‑term service improvement.
· Project and Change Management 
· Experience leveraging AI‑driven tools and automation to enhance support efficiency, improve diagnostic accuracy, and streamline operational workflows
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