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JOB DESCRIPTION



Job: Service Delivery Manager
Office Location: Birmingham, West Midlands
Salary: £50k to £60k, depending on experience
Hours of Work: Monday to Friday, 9.00 am to 5.00 pm
Supervisory Responsibilities: Yes
Travel Required: National travel required in line with business requirements



ADDITIONAL BENEFITS
· 25 days’ annual leave in year 1, rising to 28 days in year 4, plus bank holidays, one birthday day, one wellbeing day and half a day for Christmas shopping.
· Pension contributions of 5% employee and 4% employer.
· Opportunity for time off in lieu (TOIL) and overtime, subject to business requirements.
· Training and development opportunities.
· Access to other organisational benefits.
· 
MAIN PURPOSE OF ROLE
The IT Service Delivery Manager is accountable for the effective, reliable and customer-focused delivery of IT services across Compass Community. The role ensures that services meet agreed business requirements, service levels and performance standards, enabling colleagues to deliver safe and effective services to children, young people, families and carers.
The postholder will lead day-to-day service management, including service desk performance, incident and major incident management, problem management, request fulfilment, change coordination and service reporting. They will establish and monitor service level agreements, key performance indicators and customer satisfaction measures; manage escalations; identify service risks; and use recognised ITIL-aligned practices to drive continual service improvement.
Working closely with business leaders, IT teams and third-party suppliers, the IT Service Delivery Manager will translate operational needs into clear service priorities, oversee supplier and contract performance, and ensure timely, transparent communication on service status and disruption. The role will support capacity, availability, continuity and disaster recovery planning, maintain appropriate governance and documentation, and ensure that services operate in accordance with safeguarding, UK data protection, cyber security and organisational requirements.


KEY RESPONSIBILITIES
Service Delivery Management
· Lead the end-to-end delivery of technology services across the organisation, ensuring that services are reliable, secure, customer-focused and aligned with operational priorities.
· Own and monitor service level agreements, operational level agreements, key performance indicators and customer satisfaction measures, taking corrective action where performance falls below target.
· Oversee incident, major incident, problem, request, change, knowledge, asset and configuration management processes in line with ITIL good practice.
· Coordinate the response to major incidents, ensuring effective technical escalation, business communication, service restoration, post-incident review and follow-up action.
· Maintain a prioritised continual service improvement plan informed by performance trends, recurring issues, user feedback and business requirements.

ServiceNow Platform and Process Ownership
· Act as the service management lead for ServiceNow, ensuring that the platform supports effective, consistent and measurable technology service delivery.
· Use ServiceNow to manage and report on incidents, requests, problems, changes, knowledge articles, service levels, assets and configuration items.
· Maintain data quality, process compliance, assignment groups, service catalogues, workflows, dashboards and management reports, working with platform administrators where configuration changes are required.
· Identify opportunities to improve user experience and operational efficiency through ServiceNow automation, self-service, knowledge management and process optimisation.
· Provide guidance and training to technology teams and business users to promote consistent and effective use of ServiceNow.
Stakeholder, Supplier and Commercial Management
· Build effective relationships with business leaders, operational teams and technology colleagues, translating business needs into clear service priorities and improvement plans.
· Provide clear, timely and audience-appropriate communications on service performance, planned changes, risks, incidents and restoration activity.
· Manage third-party technology suppliers against contractual commitments, service levels and agreed improvement actions, escalating underperformance where appropriate.
· Support contract reviews, renewals, procurement activity and budget planning by providing evidence on service quality, demand, risk, value and supplier performance.

Performance, Governance and Service Assurance
· Produce regular service reports and dashboards that present performance, trends, risks, demand, customer experience and improvement activity to operational and senior stakeholders.
· Chair or contribute to service reviews, change forums, major incident reviews and governance meetings, ensuring that decisions and actions are recorded and completed.
· Maintain service documentation, operating procedures, support models, escalation paths, service catalogues and business continuity arrangements.
· Support availability, capacity, resilience, disaster recovery and business continuity planning, coordinating tests and improvement actions with relevant teams and suppliers.
· Ensure technology services comply with UK GDPR, data protection, safeguarding, cyber security, audit and organisational policy requirements.

Team Leadership and Operational Improvement
· Lead, coach and develop service delivery and support colleagues, setting clear objectives, service standards and accountability for outcomes.
· Manage workload, priorities, resource allocation and service escalations to maintain effective operational coverage.
· Promote a professional, inclusive and customer-focused service culture that encourages collaboration, ownership, learning and continuous improvement.
· Plan and coordinate service transition for new or changed technology services, ensuring operational readiness, support documentation, training, acceptance criteria and early-life support are in place.
· Undertake national travel where required to engage with sites, understand local service needs and support the effective delivery of technology services.

REQUIRED SKILLS & EXPERIENCE
· Relevant experience in an IT or technology service delivery role, supporting reliable, secure and customer-focused services.
· Practical experience of using ServiceNow to manage and report on incidents, service requests, problems, changes, knowledge and service performance.
· Good knowledge of IT service management principles and experience of applying structured processes across incident, problem, change and request management.
· Experience of monitoring service levels, key performance indicators and customer feedback, with the ability to identify and deliver service improvements.
· Experience of managing service issues and escalations, coordinating stakeholders and maintaining clear communication during service disruption.
· Ability to build effective working relationships with business stakeholders, technology teams and third-party suppliers.
· Experience of producing clear service reports, analysing performance information and presenting priorities, risks and improvement actions.
· Strong organisational and problem-solving skills, with the ability to manage competing priorities and make sound decisions.
· Effective leadership and people-management skills, with experience of supporting, coaching or coordinating colleagues to deliver agreed outcomes.
· Excellent written and verbal communication skills, with the ability to communicate effectively with technical and non-technical audiences.
· Awareness of data protection, cyber security, safeguarding, business continuity and governance requirements relevant to technology services.
· Ability to work independently, respond flexibly to changing business needs and travel nationally when required.


DESIRABLE SKILLS & EXPERIENCE
· ITIL Foundation certification or evidence of equivalent professional development in IT service management.
· Experience of using additional ServiceNow capabilities, such as service catalogues, knowledge management, dashboards, asset or configuration management, Performance Analytics or continual improvement functions.
· ServiceNow training or certification, such as Certified System Administrator, or a willingness to work towards an appropriate qualification.
· Experience of technology service delivery within a regulated, safeguarding-led, education, care or other multi-site environment.
· Experience of supplier performance management, service reviews, contract discussions or service improvement planning.
· Experience of supporting service transition, operational readiness or the introduction of new and changed technology services.
· Understanding of availability, capacity, resilience, disaster recovery and business continuity arrangements for technology services.
· Experience of working with cloud-based services, managed service providers and modern workplace technologies.

PERSONAL ATTRIBUTES
· Communicates professionally, listens to users and responds constructively to service needs.
· Takes a calm, structured and solutions-focused approach to problems and service disruption.
· Works professionally and appropriately within services supporting children and young people.
· Demonstrates a strong commitment to safeguarding, confidentiality and responsible handling of information.
· Adapts positively to changing priorities while maintaining ownership and attention to detail.
SUCCESS IN THIS ROLE LOOKS LIKE
· Colleagues are confident in the technology services they receive and feel well supported.
· Incidents and service requests are resolved within agreed service levels, with effective escalation where required.
· Service performance, risks, planned changes and disruptions are communicated clearly and regularly.
· ServiceNow information is accurate, consistently maintained and used to support reporting, decision-making and continual improvement.
· Technology services contribute positively to business outcomes, service quality, safeguarding and the experiences of children and young people.


ABOUT COMPASS COMMUNITY
Compass Community exists to create a future of strength and opportunity for every child. We provide specialist fostering, residential care and education services through an innovative, therapeutic approach that puts children at the centre of everything we do. Our ambition is bold but clear: to be the UK’s leading children’s services provider, reaching more children, being the best place to work in the sector, and transforming children’s services for good — all while maintaining the highest standards of quality and safeguarding.
OUR PEOPLE AND OUR REACH ETHOS
Our people live our REACH ethos every day — we are Resilient, Educators, Accepting, Child-Centred and Holistic. This means we keep showing up, especially when it’s tough, because trust, healing and growth depend on it. We listen, we learn, and we adapt, knowing that change starts with us. We accept every child exactly as they are, and help them belong, connect and thrive. This is who we are and what we stand for — and we expect everyone who joins us to do the same.
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