
 

 

Xalient Job Description: 
Service Delivery Manager 
Location:  

London / Customer sites 

Areas of expertise:  

Managed Services, Unified Communications, Telephony, Cloud Services, LAN/WAN 

Role Objective: 

Reporting to Head of Service Delivery and Compliance. 

The Service Delivery Manager will be aligned to key clients to oversee critical functions within the Managed Services 
department and to drive internal governance and external reporting. The focus of the role is to deliver exceptional 
customer service in the most cost effective and efficient manner. You will be expected to form key relationships with the 
Managed Service customers and to be an ambassador for the Company. 

Key Responsibilities: 

Overall, responsibility is to ensure that the customer experience is exceptional, provide regular updates to customers 
during the incident resolution cycle and assist the technical teams in driving adherence to SLAs, inclusive of management 
of 3rd party vendors. 

Management of the customer in all respects and under any circumstances is critical, aligned with the management of 
internal resources, appropriate escalation and ongoing communication with all parties. Core responsibilities are as 
follows: 

 Ensure that the right-fit Service Support and Service Delivery policies and processes are in place to meet 
individual Customer needs and make sure these are being met internally. 
 

 To own Incident, Request, Change and associated Escalation processes. 
 

 To take ownership of Major Incidents to ensure coordination of resolving parties, effective communication to 
stakeholders and post incident review in line with Xalient’s Major Incident Management process. 
 

 To monitor and assess performance to ensure Xalient are meeting defined SLAs and KPIs and to prepare 
relevant reports in line with Customer requirements. 
 

 To meet with Customer to cultivate feedback regarding the Managed Service and to facilitate any required 
improvements within Xalient. 
 

 To facilitate service and support in projects impacting service areas and ensuring service impact is minimised. 
 

 To drive service review meetings and facilitate third party service reviews covering performance, service 
improvements, quality and processes to enable Continual Service Improvement. 
 

 Liaise with the Account Managers for the Customer, where appropriate and if you feel the circumstances 
require their notification or intervention on occasion. 



 

 

 Make recommendations to improve the customer service experience and/or manage the workflow inter-
department. Escalate any issues related to engagement with engineers and receiving information/updates. 
 

 Manage third party Vendors, where relevant to the Customer. Escalate to the Head of Managed Services if the 
SLA is likely to be jeopardised in any way. 
 

 To ensure adherence internally and support thereof of all relevant information security policies. 

 

Skills, Qualifications & Experience: 

Demonstrate experience in the following areas: 

 Strong understanding of ITIL and IT Best Practices (ITIL Foundation certified)  

 A logical approach to troubleshooting, diagnosing and resolving problems  

 Embraces change, seeking opportunities for continuous improvement   

 Experience of working in a customer focused environment 

 Microsoft Office Suite (Word, Excel, Outlook, PowerPoint) 

 Display a strong working knowledge of ITIL Incident, Change & Problem Management  

 Ability to work under pressure meeting tight deadlines whilst demonstrating drive and a positive approach to 
work  

 A logical approach to troubleshooting, diagnosing and resolving problems (technical and non-technical 
challenges in the business environment)  

 Experience working as part of a team with the ability to learn and develop new skills whilst showing that you can 
prioritise work efficiently and productively and manage your time well.  

 Excellent communication skills (verbal, written and listening) including an excellent telephone manner and high 
customer service skills  

 Self-motivator, results and quality orientated, good organisational skills, attention to detail, positive helpful 
attitude   

 The ability to work under pressure, demonstrating drive and a positive approach to work  

 Ability to learn and develop new skills whilst showing that you can prioritise work efficiently and productively 
and manage your time well.   

 Challenges the status quo to create value or the organisation and our customers Recognises and embraces 
change, seeking opportunities for continuous improvement   

 Excellent communication skills (verbal, written and listening) including an excellent telephone manner and 
strong customer service skills  

 Possess and display business acumen  

Qualifications: Qualified ITIL V3 Foundation 

 



 

 

Competencies: 

 Initiative - The willingness to move things forward by taking action without needing to be asked and without 
due escalation. 

 Achievement Orientation -The determination to perform at the highest standard, aiming to exceed norms and 
expectation. 

 Customer Orientation - The ability to recognise both internal and external customers and the willingness to 
cooperate with them fully, in order to help them achieve their objectives. 

 Analysis - The ability to gather relevant information, notice relationships between different pieces of 
information, reason from cause to effect and generate effective solutions to practical problems. 

 Adaptability - The ability to maintain effectiveness in a rapidly changing environment and the willingness to 
respond quickly and positively to change. 

 Organising Work - The ability to marshal and manage resources (people, funding, materials and support) to 
complete a proposal or project or task. Able to manage own time efficiently and to handle multiple activities in 
parallel to accomplish the goals. Ability to meet deadlines. 

 Professional Expertise - The ability and motivation to apply and develop one’s own professional knowledge and 
to share this expertise with others. 
 

Mobility Requirements: 

Required to travel across the UK and occasionally abroad (including overnight stays).  

UK driving license is mandatory. 


