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	Role Title 
	
Technical Operations Manager 

	
Function & Dept.

	Cloud Operations / Technical Operations

	Career Growth Level
	Contributing & Developing (D) 


	
CGP Descriptor 

	Qualified specialists, recognised for their expertise, serving as pivotal contributors in various domains. These specialists play a vital role in influencing and shaping new business strategies, policies, practices, and content, catering to both external and internal customers. Their responsibilities may encompass problem-solving and the development and execution of purpose-driven solutions, often of a complex nature, to meet the specific needs of both external and internal customers

	Team 
	Voice Infrastructure Support

	Reports to
	Operations Director - Cloud Services


	Role Purpose 



	The Operations Manager is responsible for ensuring that requested changes to services and infrastructure entering the live production environment are risk‑minimised, controlled, and effectively communicated. The role plays a key part in supporting Incident, Change, and Problem Management processes, while aligning change activities with operational standards and organisational goals for service excellence.
The role works closely with Operations Management, Service Delivery, and Technical teams to coordinate change implementation. It includes ownership of change governance, communication with stakeholders, and collaboration with vendors to ensure SLA compliance. The Change Manager reports directly to the Operations Manager in Kosice and contributes to strengthening operational resilience across the organisation.

	Key Responsibilities 



	1. Management & Leadership of the UK Voice Infrastructure Support team ensuring effective service delivery, ownership and overachievement of SLA’s.
2. Definition and drive of continuous service improvement plans that ensure capacity, sustainability and efficiencies in delivery are effective enabling improved levels of customer satisfaction.
3. Act as the primary escalation point for any technical operational issues related to the service
4. Energy, Drive and Leadership of team ensuring empowerment, development and succession planning are at the forefront enabling the great people we have at SCC to develop the careers they deserve.
5. Management, tracking and effective reporting of resource utilisation
6. Identify and work towards better standardisation, governance, operational efficiencies and Service improvements
7. Input into and assist with the delivery of People, process and technology roadmap that delivers efficiency, capacity, stability and continual improvement of Data centre services
8. Directly interact with clients, service delivery managers, account managers, technical teams and 3rd parties in the delivery of good practice service delivery as required.
9. Build and nurture strong effective relationships with all departments the MOJ / SCC Services business ensuring collaboration and support continues to drive the strong bonds formed.
10. Perform any other duties from time to time that may be required by Data Centre Services division allowing the department to grow and provide further opportunities for development.     

	
	

	Person Specification 



	1. SC Cleared with ITIL knowledge/ accreditation specializing around operational technical delivery. 
2. Strong understanding of the ICT industry, ideally within Unified Communications, with.
3. Senior level IT Management with leadership experience within a IT Service provider environment delivering services to multiple customers
4. Experience working with customer technology environments, support requirements, and adherence to SLAs.
5. Skilled in using ITSM tools such as ServiceNow to manage change processes effectively.
6. Experience and exposure to large scale operational delivery teams.
7. Proven ability to manage time, adapt to dynamic environments, and prioritise tasks independently while maintaining high-quality deliverables.
8. Strong teamwork and interpersonal skills, with the ability to work under own initiative and remain calm under pressure.
9. Positive customer service mindset with clear business focus and a proactive, can‑do attitude.
10. Demonstrated stakeholder management experience, including working with third‑party suppliers to deliver services and products.
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Competencies
	
	Level 

	1.
	Technical Expertise
	High

	2
	Problem Solving & Decision Making
	High

	3.
	Process Optimization
	High

	4.
	Collaboration & Stakeholder Management
	Medium

	5.
	Data Analysis & Reporting
	Medium

	6.
	Innovation & Continuous Improvement
	High



	Management 
Competencies
	
	Level

	1.
	Leading, Developing and Managing People 
	Medium/High

	2
	Problem Solving and Decision Making 
	Medium/High

	3.
	Influencing Others 
	Medium

	4.
	Embracing the need for change
	High

	5.
	Thinking & Acting Strategically 
	Medium

	6.
	Planning & Analysis
	Medium

	7.
	Performance Management
	Medium

	8.
	Employee Experience 
	Low/Medium

	9.
	Resourcing
	Low/Medium

	10.
	Competency Assessment 
	Medium



	Value Behaviours 

	
	Level

	1.
	Responsibility 
	High

	2.
	Passion 
	High

	3.
	Customer First 
	Medium

	4.
	Agility 
	High

	5.
	Family 
	Medium


[bookmark: _Hlk140666206]
	Version 
	Date 
	Description 
	Approved by 
	Date 

	1.0 
	March 2025
	Original 
	
	March 2025







image1.png




