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PERSON SPECIFICATION
	This form must accompany the Job Description to which it refers.

	Job Title
	Service Manager  

	

	Job Reference
	ITS700R
	

	

	AfC Band
	7
	



	Requirement
	Essential
	Desirable

	QUALIFICATIONS
	Educated to degree level in an Information Technology related subject (or equivalent relevant experience)
	IT Networks qualification 



	
	ITIL Practitioner Qualified v3 or above
	

	TRAINING
	Excel to enable production of ad-hoc reporting utilising various datasets 
Presenting 

Evidence of continuing professional/personal development.
	Service Level Management 
MS products including Teams and Sharepoint 
IT Networks 

	
	
	

	EXPERIENCE
	Service Level Management 
Stakeholder management 
Substantial experience in various IT related roles, including service delivery.

An understanding of IT Networks and associated components 
Experience of working in large national digital services and programmes  

Working in a complex multi stakeholder environment, often with political agenda’s

Managing supplier organisations in line with contractual obligations, processes, and procedures

Working with Service Level agreements and identifying / calculating any associated penalties  

Experience of scrutinising reports, ensuring accuracy (including Post Incident reports and billing)

Delivering presentations to stakeholder groups

Working as a key escalation contact and managing customer issues or complaints through to a desirable outcome 

Experience of utilising key skills; communication, influencing, negotiating and mediation skills to find a way forward through complex issues.

Excellent report writing skills
	Working in a Public sector environment 

Involvement in Contract creation or amendments

Working within an IT Network environment 




	
	
	

	PERSONAL QUALITIES
	Ability to work on own initiative and make decisions.

Customer focussed & People centred 

Good Communicator 

Patient 

Ability to navigate and negotiate to find a way forward, particularly in an impasse situation

Ability to develop relationships with key stakeholders.

Attention to detail

Able to deal with conflicting demands and work under pressure.

Ability to work on multiple tasks, often switching from planned into reactive mode.

Team worker 

Flexible 

Positive attitude 

Committed to on-going personal development 

	


	GENERAL
	Able to travel throughout Scotland when required (this is limited)
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