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Role Description & Person Profile


	Role 
	

	Job title
	IT Service Delivery & Improvement Lead

	Department
	GTS – IT Operations

	Location
	Peterborough, UK

	Team Structure 
Reports to, direct reports, etc.
	
Reports to: Head of Technology Services & Engagement 

Direct reports: Junior Desktops, Desktop Analysts, Senior Service Delivery Analyst, IT Support Technician, IT Site Services Managers




	Description
	

	Impact Statement 
The contribution of the role to achieving the overall business objective. Span of impact. 
Main purpose, focus of the role.

	Accountable for delivering reliable, high-quality and cost-effective IT services across the organisation, driving operational performance, continual improvement and automation in line with ITIL best practice. Leads the Service Delivery team and IT Site Services Managers, ensuring consistent service delivery, effective governance and robust operational processes. Drives the company Copilot agenda, optimises Joiner, Mover and Leaver processes, software licensing and IT asset management, and uses performance insights to improve user experience, control costs and demonstrate business value. Works with the Head of Technology Services & Engagement to enhance ITSM maturity, service quality and operational efficiency.


	Role Objectives 
The key responsibilities and key accountabilities of role. (5 to 10 areas)



















	1. Service Delivery & Operational Leadership
· Provide overall leadership and accountability for IT service delivery across central and site-based environments.
· Line-manage and lead the Service Delivery Team and IT Site Services Managers, ensuring consistent service quality and standards across all sites.
· Ensure the effective delivery of First and Second Line support, desktop support, incident and major incident management, request fulfilment and service escalation.
· Own escalation and complaints processes, including leadership of major incidents and post-incident reviews.
· Oversee and prioritise Service Delivery small works and operational project activity.
· Recruit, mentor, develop and performance-manage Service Delivery staff and IT Site Services Managers, ensuring appropriate capacity, capability and succession planning.

2. Service Improvement & Automation
· Lead the continual service improvement programme across IT Operations and site services.
· Identify, prioritise and implement automation opportunities across Service Delivery, using workflow, self-service, orchestration and AI-enabled capabilities where appropriate.
· Reduce avoidable manual activity, improve process consistency and accelerate fulfilment and resolution times.
· Use service data, user feedback and trend analysis to maintain a visible improvement pipeline, track benefits and demonstrate measurable outcomes.
· Embed a culture of simplification, automation, accountability and continuous improvement across the teams.

3. Company Copilot Agenda
· Develop, implement and drive the company Copilot agenda in alignment with business priorities, security, data governance and responsible AI requirements.
· Create and maintain a practical Copilot roadmap covering adoption, use cases, communications, learning, governance and value realisation.
· Work with business and IT stakeholders to identify high-value opportunities and support the controlled adoption of Copilot across the organisation.
· Establish appropriate adoption and value measures, using insight and feedback to improve engagement and outcomes.
· Act as the central service lead for Copilot adoption, coordinating activity across Technology, Security, Data, Communications and business teams.

4. JML, Licence & Asset Management
· Own the end-to-end Joiner, Mover and Leaver process, ensuring timely, controlled and auditable provisioning, changes and removal of access and equipment.
· Own IT hardware and software asset lifecycle management, including procurement, allocation, inventory accuracy, refresh, recovery and secure disposal.
· Lead software licence management, supporting compliance, optimisation, renewal planning and cost control.
· Define clear ownership, controls, reporting and continuous improvement across JML, licence and asset processes.
· Work with HR, Procurement, Finance, Security, IT teams and suppliers to resolve issues and improve end-to-end outcomes.

5. Service Performance & IT Communications
· Define, monitor and report service KPIs, SLAs, operational health, customer experience and improvement performance.
· Produce clear service performance reporting for IT and business stakeholders, highlighting trends, risks, actions and outcomes.
· Own the service communications approach for incidents, planned changes, service updates, maintenance and improvement activity.
· Ensure IT communications are timely, consistent, audience-appropriate and focused on business impact and required action.
· Use service performance insight and communications feedback to improve transparency, trust and customer experience.

6. Service Management & ITIL Process Ownership
· Define, implement and continuously improve IT service delivery processes, standards and controls aligned to ITIL best practice.
· Ensure consistent application of service management processes across central IT and site-based teams.
· Monitor performance, analyse trends and address systemic issues through structured problem management and improvement activity.
· Ensure a consistent, high-quality service experience for all business units and sites.

7. Relationship, Supplier & SLA Management
· Lead the service-focused engagement model with business stakeholders, ensuring IT services deliver value and meet expectations.
· Build strong relationships with internal IT teams, IT Site Services Managers, business stakeholders and third-party providers.
· Own and manage relevant IT Operations supplier contracts, renewals and negotiations in line with AB Agri and ABF governance.
· Ensure suppliers meet contractual obligations, SLAs and performance standards, and that service performance and value for money are transparent.
· Act as a senior escalation point for service-related issues affecting the business.

8. Service Transition & Operational Readiness
· Own the transition of new services, systems and capabilities from project delivery into live support.
· Ensure service design considers people, process, data, suppliers, support, tooling, automation and communications.
· Maintain and evolve the IT Service Catalogue in alignment with Service Strategy.
· Ensure future demand from growth and projects is understood and reflected in capacity and resource planning.
· Ensure third-party supported services have appropriate SLAs, support contracts, documentation and operational acceptance before go-live.

	Key Stakeholders 
What are the challenges of the relationships, communication strategies required, etc 




	· Head of Technology Services and Engagement
· Other Teams Leaders within the IT. Operations Team (Applications, Infrastructure & Service Design)
· GTS IT Business Partners
· Key business stakeholders where relevant; e.g. Site Operational managers
· BTS (Business Technology Services - ABF)
· Key and Specialist Users
· The wider AB Agri IT Team including Delivery team, Architecture team and Security and Governance. 
· Functional/Business Teams within AB Agri. 
· 3rd Party Software/hardware/support companies 




	Person Profile
	
	Essential or 
Desirable

	Knowledge
Consider experience, any formal qualifications genuinely necessary or any key areas of knowledge.

	
Proven experience in leading a team

	
E

	
	
Experience in Service Delivery Management
	
E

	
	
ITIL Qualified (Foundation level minimum)

	
E

	
	Experience and Understanding of ITSM tool
	
E

	
	Understanding of basic functional business processes including finance.
	
E

	
	Basic technical knowledge of key components of IT
	
E

	
	Proven experience of identifying and delivering service automation and process improvement opportunities
	E

	
	Experience of developing and driving a company-wide Copilot, AI adoption or digital productivity agenda
	E

	
	Strong knowledge of Joiner, Mover and Leaver controls, software licence management and IT asset lifecycle management
	E

	
	Experience of service performance reporting and business-focused IT communications
	E

	Key Behaviours
Consider which of our Guiding Principles are particularly relevant and any role specific behaviours.
	· Strategic and service-focused leader – sets clear direction and agenda for service delivery strategy, initiatives and continuous improvement.
· Balances strategic thinking with operational detail – maintains a long-term view while ensuring effective execution and control.
· Standards and quality driven – challenges poor performance, does not accept low standards and drives consistent service excellence.
· Customer-focused mindset – consistently considers business and user impact in all service delivery decisions.
· Clear and confident communicator – communicates priorities, expectations, targets and decisions clearly at all levels.
· Collaborative and inclusive – builds strong, productive relationships across IT, site teams and suppliers.
· Influential people leader – coaches, develops and motivates Service Delivery and Site Services teams.
· Pragmatic decision-maker – makes balanced, timely decisions using available information and sound judgement.
· Resilient and tenacious – remains focused and effective when managing complex, high-pressure service environments.
· Open and transparent – encourages honest discussion, constructive challenge and continuous feedback.
· Credible and trusted – builds trust quickly through professionalism, consistency and integrity.
· Adaptable and flexible – responds positively to change, ambiguity and evolving business needs.
· Accountable and delivery-focused – meets commitments, drives performance and exceeds expectations where possible.
· Ethical and compliant – adheres to company policies, governance and legislative standards.

Automation and improvement mindset - actively seeks opportunities to simplify, standardise and automate services.
Digital adoption leader - translates Copilot and emerging technology into practical, governed and valuable business adoption.
Data-led service manager - uses performance insight to prioritise action, communicate clearly and evidence outcomes.
	

	Other Factors 
Travel, shift working, HGV Licence, etc.

	The candidate must hold a full and valid UK drivers’ licence as the role may include travel to multiple AB Agri sites.

Note: Though this is hybrid, expectation to be in the Peterborough HQ Office at least 3 days a week. 
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