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	JOB DESCRIPTION
	JD2022

	
	Service and Problem Manager

	
	Issue Date: February 2015


Reporting to: 

IT Service Manager
Benefits: 
23 days paid holiday plus bank holidays, healthcare.
APSU Managed Services Team
APSU Manage Services team provides high availability, iSeries, Wintel, and network services to a large client base 24/7 x365.

The Role

The primary purpose of the role is to assist the IT Service Manager with supplier and client relationship management and service improvement. This will be performed by conducting meetings, both on site with the client and remotely via telephone and video conference. In addition the Service and Problem Manager will ensure that all activities performed by APSU’s Managed Service Team are delivered within APSU’s service level agreements by auditing the service delivery and operational tasks performed by the technical teams within APSU’s Managed Services Department, based in Binley, Coventry and South Cerney, Cirencester. The successful candidate will become a member of APSU’s security management forum that’s responsible for managing security controls for APSU’s ISO27001 certification.
The secondary purpose of this role is problem management. The objective of Problem Management is to minimize the impact of problems on the organisation. Problem Management plays an important role in the detection and providing solutions to problems and prevents their reoccurrence.

Location

The role is primarily based at the APSU South Cerney office with one day per week (where possible) based out of the Coventry office. Travel to client sites will be required for this on a weekly basis as defined by the IT Service Manager.
Tasks

· Liaise with customers for escalated support issues/outstanding problems or account management issues

· Conduct Service Review Meetings in line with the customer contractual obligations
· Produce Service Review Meeting minutes

· Proactive involvement in defining service level agreements (SLAs) and ensuring clients’ expectations around service levels are met or ideally exceeded. 
· Monitor and report on outstanding incidents against SLA

· Advise and support the IT Service Manager in all matters technical and operational 

· Ensure that the Service Management system is used correctly and incident updates are performed on a regular basis

· Communicate effectively within both the Support team and across all other internal departments  to ensure the effective escalation and resolution of customer problems

· Contribute to the overall APSU Service Improvement Program
· Work in accordance with established departmental procedures and guidelines

· Work effectively within a team environment offering support to colleagues
· Coordinating transition projects
· Undertaking any other tasks as defined by the IT Service Manager in order to improve the performance of APSU
· Establish a problem management system

· Provide problem management control

· Proactively manage problems arising from incidents

· Conduct major problem reviews

· Provide the management team regular problem management reports

The Person

· Natural ability to build professional client relationships
· A keen Interest in developing in an IT management role 
· Possess excellent communication skills and a good telephone manner

· Ability to accurately minute supplier and client review meetings

· Analytical and able to think laterally
· Has a considered and calm disposition 
· Has the ability to handle high volumes of work within a stressful environment
· Can manage a number of tasks at a time whilst tracking the progress of customer issues
· Capable of dealing with technical and non-technical questions and escalations
· Current, full driving licence

· “Can do” attitude to change

Experience 

· A proven track record of customer management is essential
· A good knowledge of iSeries, WINTEL, Network and Virtual technologies is essential

· Experience in a Service/Operational background essential

· Proven experience of a Service Desk or remote customer support role

· Good organizational skills and high level of service focus

· In depth knowledge of incident, risk and problem management

· ITIL Foundation Certificate desirable

· A broad range of IT skills
