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Role Description & Person Profile 

	Job Title
	Service Delivery Representative


	Reports to
	Service Delivery Compliance Manager


	Business
	AB Sustain


	Location
	Peterborough


	Direct & Indirect Reports
	None

	Role Overview
Impact Statement 
	
We are a rapidly expanding business that provides Ag Tech and sustainability solutions to global companies across multiple sectors.

Service Delivery is essential to our business to ensure internal and external users of our programmes and services are kept satisfied. As a Service Delivery Representative, you will be required to provide administrative support, moderate key platforms in line with our user standards and provide triage, support, and escalation for our customer.

Customer focus is core to our business practices, and you will play an instrumental part in meeting and exceeding their expectations.


	
Key Responsibilities

	
· Respond to customer incidents and requests received via phone, email, or other standard methods.
· Resolve customer issues by clarifying the customer's needs; determining the cause of the problem; selecting and explaining the best solution to solve the problem and escalating where necessary.
· Log all incidents and requests into the ticketing system accurately.
· Conduct system administration requests accurately and efficiently.
· Maintain the System Access Log for internal systems.
· Generate business critical reports accurately and efficiently on request.
· Manage user assets including setup, distribution and return ensuring the asset log is updated accurately.
· Create and maintain support documentation to colleagues and end users to assist with the sharing of knowledge.
· Conduct user training on supported applications when required.
· Receive and collate feedback, appeals and complaints for management review.
· Identify areas of improvement with the process of Service Delivery.
· To follow established Service Delivery processes and work to SLA and OLA deadlines.


	Budget Responsibility
	None 


	
Key Stakeholders

	
Internal stakeholders:
· Users of internal systems
· Sustain Teams
· Sustain Assessors

External Stakeholders:
· External customers
· External system users
· Third party suppliers

Challenges include:
· Incident and requests may be issued by frustrated users.
· Cultural understanding and sensitivity. Service Delivery gets requests from internal and external customers and operators of our programmes from around the world, many of which have differing communication and cultural standards.
· Managing priorities and deadlines due to stakeholder expectations.


	Other Factors
Travel, shift pattern, working hours, Licence type etc.
	Role is a hybrid position with some travel to Peterborough office where required. UK travel may be required.

Flexibility in working hours available subject to business needs


Person Profile

	Required experience, qualifications, and necessary knowledge 

	Essential
	Desirable

	
· Ability to work independently, to make decisions, with the ability to know when to escalate.

· Excellent customer service and communication skills (written and verbal).

· Strong administration, co-ordination, organisational and prioritisation skills.

	
· Experience in working on a service desk/within a support team.

· Experience of working to SLAs and OLAs.






	
Key Behaviours

	
· Ability to build and maintain relationships with internal stakeholders and external suppliers
· Ability to work to deadlines within a fast paced and high-pressure. environment with excellent attention to detail.
· Positive and proactive attitude to change.
· Ability to encourage and influence team members to implement change and new improved ways of working.
· Strong interpersonal and communication skills acting as a team player in a small team as part of a bigger business with the ability to work independently.
· Professionally represent the business with all interactions internally and externally.
· Excellent time management and organisational skills.
· Ability to prioritise workload effectively.
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