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BUSINESS AND RESOURCES
PERSON SPECIFICATION

POST TITLE:
Assistant Service Delivery Manager
GRADE:

Band 7
	

	ESSENTIAL


	DESIRABLE
	METHOD OF ASSESSMENT



	Educational Attainment


	· ITIL 3 Foundation

	· Educated to degree level in an appropriate computer related subject or equivalent


	· Application form

· Certificates



	Work Experience


	· Service delivery experience within a Microsoft environment in large corporate D&ICT service 

· Relevant team leadership experience

· Experience in change, problem and incident management
· Trend analysis

· Implementing new service delivery, including M365, self-service, extended and out of hours support

· User adoption activities


	· Experience in assessment of service requests and incident management in a business environment

· Experience in the following processes:

· Change Management

· Asset and Configuration Management

· Release and Deployment Management

· Knowledge Management

· Change Evaluation Management

· Request Fulfilment Management

· Incident Management
· Experience in Resource and People Management

· Experience in Change Management

· Experience in Risk Management

· Experience in management and co-ordination of incident recording and resolution
· Experience in using a commercial service Management System tool

	· Application form

· Interview

· References

· Presentation


	Knowledge/

Skills/

Aptitudes


	· Able to communicate clearly, patiently and effectively with customers, management and staff 
· Good planning and organisation skills
· Able to analyse and interpret key data and formulate ideas and proposals


	· Able to communicate articulately and confidently at all levels
· Able to write concise, informative and conclusive reports 

· A good understanding of end to end service management and the interdependencies between service management processes and procedures- particularly in relation to Incident Management and Service Request fulfilment

· A good understanding of service management technologies and their practical application to business improvement
· Able to effectively present at meetings on a wide range of ICT Incident, Problem and service request related matters to a variety of audiences

· Able to build a positive team environment and can manage interpersonal conflicts promptly

· Good understanding of benefits management

· Good understanding of the importance of change and communications management

	· Interview
· References

· Presentation



	Disposition


	· Able to develop effective working relationships with all ICT Staff members, suppliers, customers, other external organisations 

· Self-motivated, able to work under pressure, meet deadlines and be resilient

· Capacity to learn and develop knowledge and skills and share learning with others

· Committed to excellent customer service

· Friendly and approachable
· Able to work effectively both individually and as part of a team
· Well organised and thorough 

· Flexible and responsive approach to work
· Adaptable to change

· Committed to continued and accelerated professional development

· Able to inspire and motivate 

· Helpful
· Flexible approach to work
· Committed to the principles of equality and diversity
· Proactive and innovative
· Willing to undertake self-study

	· Able to develop effective working relationships with all ICT Staff members, suppliers, customers, other external organisations and all levels within these groups

· Able to undertake, justify and stand by difficult decisions

· Committed to assisting in the career development and progression of other team members


	· Interview
· References



	Circumstances


	· Prepared to work outside normal office hours when required 

· Baseline security clearance


	· Full current driving licence or access to a means of mobility support
· Willing to use own transport (if available) for work duties when necessary

	· Application form

· Interview

· Basic check




Assistant Service Delivery Manager PS – 29.04.21

