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Description automatically generated with medium confidence]JOB PROFILE	

	Job Title
	Service Delivery Manager

	Name of Incumbent
	N/A

	Reporting Line
	Operations Manager

	Main Job Purpose
	The Service Delivery Manager is responsible for ensuring consistent, high-quality service delivery to multiple Diopoint clients across different customer environments.

This role focuses on managing client relationships, coordinating service delivery activities, overseeing SLAs, Reporting and ensuring that contracted services are delivered efficiently, on time, and in line with agreed standards.

Reporting to the Operations Manager, the Service Delivery Manager acts as the primary operational contact for assigned customers and plays a key role in customer satisfaction, retention, and continuous service improvement.

	Minimum Desired Qualifications
	· Bachelor’s degree in Business Administration, Operational Management, or a related field 
· ITIL Qualification
· Project Management Qualification
· Masters Degree (Preferred) 

	Minimum Desired Experience
	· Minimum 5–7 years’ experience in service delivery or service management within the ICT sector
· Proven experience managing multiple client accounts simultaneously
· Demonstrated experience in SLA management, incident escalation, and service improvement initiatives
· Experience working within government environments 

	Minimum Desired Competencies
	· Strong understanding of ICT infrastructure, client solutions, and managed services
· Working knowledge of Dell, HP/E, Huawei, VMware, Veeam, and Nutanix service environments
· Excellent client relationship and stakeholder management skills
· Strong analytical, organisational, and reporting capabilities
· Sound understanding of ITIL processes, including Incident, Problem, Change, and Service Level Management









REPORTING STRUCTURE






















































LIST OF DUTIES AND RESPONSIBILITIES: 

Service Delivery Management
· Ensure end-to-end delivery of contracted services to assigned customers
· Manage service delivery across multiple clients, ensuring SLA and KPI adherence
· Coordinate internal teams to resolve service issues efficiently and effectively
· Ensure consistent service quality across all customer environments
Client Relationship Management
· Act as the primary operational point of contact for assigned clients
· Build and maintain strong, long-term customer relationships
· Conduct regular service review meetings with clients
· Manage customer expectations and ensure transparency in service delivery
Client Relationship Management
· Act as the primary operational point of contact for assigned clients
· Build and maintain strong, long-term customer relationships
· Conduct regular service review meetings with clients
· Manage customer expectations and ensure transparency in service delivery
Incident, Problem, and Escalation Management
· Oversee major incidents and act as an escalation point for service-related issues
· Ensure root cause analysis is conducted and corrective actions are implemented
· Collaborate with technical teams to prevent recurring incidents
· Communicate clearly and proactively with customers during service disruptions
Service Level & Performance Management
· Monitor and report on SLA and KPI performance across all assigned clients
· Identify service risks, trends, and improvement opportunities
· Drive continuous service improvement initiatives
· Ensure contractual obligations are consistently met 
Operational Coordination

· Work closely with the Operations Manager to align service delivery with operational strategy
· Coordinate resources to support service delivery requirements
· Support project transitions from implementation into steady-state operations
· Ensure smooth onboarding of new customers and services

Vendor and OEM Coordination 

· Liaise with vendors and OEMs to support service delivery requirements
· Ensure vendor escalations are managed effectively
· Track vendor performance against agreed service commitments

Reporting
· Prepare monthly service delivery reports for clients and internal stakeholders
· Provide performance dashboards, SLA reports, and service insights to the Operations Manager
· Highlight risks, issues, and improvement recommendations

Training and Compliance
· Ensure adherence to Diopoint processes, policies, and service standards
· Support OEM certification and training requirements within service teams
· Promote ITIL best practices within service delivery operations

Accountability
· Accountable to the Operations Manager for service delivery performance across assigned customers
· Responsible for customer satisfaction, SLA compliance, and service quality
· Ensure operational risks within service delivery are identified and managed



NOTE
The above job profile identifies the key areas of responsibility of the position and is not all - encompassing description of duties and tasks. The job profile may be subject to review from time to time. The incumbent will be required to perform similar such duties and tasks in any area of ______________________  as may be designated by management from time to time. The incumbent will at all times be required to render the highest level of courtesy and service to Diopoint even where such service may fall beyond the main duties or scope of this position.



Signed-Incumbent: ______________________Signed-Line Manager: ___________________________
                               
		          Name & Surname of Incumbent			      Name & Surname of Manager

CEO


Operations Manager


Service Delivery Manager
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