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	Position Title: 
	Head of Technology Service Delivery 
	

	Position ID:
	NEW0000443
	



	Team
	Technology Services
	Grade
	M4

	Reports To (Title)
	Director of Technology Services
	Contract Length
	Permanent

	Location
	Any existing SCI office location
	Time-zone
	Europe, WCA, ESA, MENAEE Time Zones (UTC/GMT + / - 3 hours)

	Languages
	English
	Headcount
	1



	Team and Job Purpose

	Team purpose
The purpose of the team is to ensure effective, high-quality, and efficient technology service delivery that aligns with organisational goals. This includes developing strategic visions, monitoring performance, liaising with stakeholders, managing risks, and maintaining service documentation.

Role purpose
The purpose of a role is to ensure the strategic and operational effectiveness of technology service delivery within an organisation. This includes driving continuous improvement, leading and developing the team, ensuring service performance, facilitating communication with stakeholders, managing risks and compliance, and maintaining accurate service documentation to support organisational goals.



	Principal Accountabilities

	· Develop and execute the strategic vision for technology service delivery, ensuring alignment with organisational goals and driving continuous improvement in service quality and efficiency.
· Lead and mentor the Technology Services delivery team, fostering a culture of excellence, professional growth, and inclusivity, ensuring all team members are equipped with the necessary skills and resources to deliver exceptional IT services.
· Monitor, analyse, and report on service delivery performance against defined SLAs and KPIs, implementing quality assurance processes and driving ITIL-based problem management to eliminate repeat issues and ensure root causes are addressed.
· Act as the primary liaison between IT and business stakeholders, ensuring effective communication in service reporting and maintaining a clear understanding of business needs to support organisational objectives.
· Oversee the identification and mitigation of risks related to technology services, ensuring compliance with relevant policies, regulations, and industry standards, and maintaining disaster recovery planning for all business-critical applications.
· Develop and maintain all service definitions, service catalogues, and work orders, partnering with the Technology Services Finance Business Partner to generate new work-orders and renewals, ensuring continuous alignment with organisational and stakeholder needs.



	Budget

	None



	People Management Responsibility (direct/indirect reports)

	Number of people managed in total: Line Management: 2 direct reports
Manager of a team: Yes
Team Manager (manager of multiple teams): No



	Size of Remit

	Global



	Travel Requirements

	International travel required: Yes

Percentage of required for travel: 10




	Key Relationships

	Internal (excluding direct team and manager)

· Senior Functional Leadership/Management in SCI
· Head of Service Automation & Tooling  
· Product Owners
· Product Development Managers
· Senior Application Managers


External

· Senior Leadership/Management in Members using SCI Technology Services
· Technology Vendors



	Competencies

	· Cluster: Leading
Competency: Leading and inspiring others Level: Leading Edge
Behavioural Indicator: Inspires people to reach the highest standards of performance and to feel a sense of pride in belonging to the organisation .
· Cluster: Leading Competency: Developing self and others Level: Accomplished
Behavioural Indicator: Coaches others to learn from their experiences on the job and to use the resources available to them .
· Cluster: Thinking Competency: Problem solving and decision making Level: Leading Edge
Behavioural Indicator: Identifies and addresses root causes of long-term problems facing the organisation .
· Cluster: Thinking Competency: Innovating and adapting Level: Accomplished
Behavioural Indicator: Anticipates change and adapts their (and their team’s) plans and priorities accordingly .
· Cluster: Engaging Competency: Communicating with impact Level: Accomplished
Behavioural Indicator: Promotes dialogue with key stakeholders through active listening and effective questioning .
· Cluster: Engaging Competency: Working effectively with others Level: Leading Edge
Behavioural Indicator: Builds an organisation which reflects the communities in which we work .




	Experience and Skills

	1. Experienced in  developing and executing a forward-thinking strategic vision for technology service delivery whilst  ensuring alignment with organisational goals and needs, and drive continuous improvement in service quality and efficiency.
2. Demonstrates strong leadership and mentoring to the Technology Services Delivery team, fostering a culture of excellence, professional growth, and inclusivity, ensuring all team members are equipped with necessary skills and resources.
3. Proficiency in IT Service Management (ITSM) principles and practices, with a strong emphasis on ITIL-based problem management with considerable experience in developing and maintaining service definitions, service catalogues, and work orders, partnering with finance teams to generate new work-orders and renewals.
4. Proficient in monitoring, analysing, and reporting on service delivery performance against defined SLAs, KPIs and implementing quality assurance processes.
5. Highly experienced in liaising between IT and business stakeholders, ensuring effective communication in service reporting with Commercial awareness of delivering services and cost modelling.
6. Well versed in the identification and mitigation of risks related to technology services.
7. Strong understanding of current and emerging technologies and their potential impact on service delivery with experience with cloud services, cybersecurity, and modern IT infrastructures being advantageous.
8. At least  five years of experience in leading IT teams, managing IT service delivery, and implementing ITIL-based practices to drive service improvement.




	Education and Qualifications

	Essential

· Awareness of ITIL Processes

Desirable

·  All or another SCI core languages (French, Spanish Arabic)




	Safeguarding

	We need to keep children and adults safe so our selection process includes rigorous background checks and reflects our commitment to the protection of children and adults from abuse.

Level 2: either the post holder will have access to personal data about children and/or young people as part of their work; or the post holder will be working  in a ‘regulated’ position (accountant, barrister, solicitor, legal executive); therefore a police check  will be required (at ‘standard’ level in the UK or equivalent in other countries).




	Diversity, Equity and Inclusion and Equal Opportunities 

	Diversity, Equity and Inclusion is core to our vision, values and global strategy. Save the Children is committed to creating a truly diverse, equitable and inclusive organisation, and one which will support us in our vision to ensure every child attains the right to survival, protection, development, and participation.  
 
We are committed to equal employment opportunities, regardless of gender, sexual orientation, race, colour, ethnic origin, nationality, disability, marital or civil partnership status, gender reassignment, pregnancy and maternity, caring or parental responsibilities, age, or beliefs and religion. We are committed to diversifying our staff to better represent the communities we serve and actively welcome underrepresented groups to apply. 
 
Reasonable adjustments will be made should any candidate invited to interview require this.    
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