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ROLE PROFILE
	Role Title
	Service Delivery Team Leader
	Internal Reference
	CEN-0103
	Business Unit / Group Function
	Central Services
	BU Team / Sub-Function
	Group Technology Services
	Location
	Arete
	Team Leader Role
	Global Service Operations Leader
	Role Level
	4A
	Team Members
	Yes
	Role Purpose 

[Role Purpose]To lead the Service Desk as the primary point of contact for IT services, owning end-to-end operational delivery, team performance, and customer experience across a global environment. The role ensures consistent, high-quality support aligned to service levels, drives continuous improvement, and leverages ITSM, AI, and automation capabilities to enhance service efficiency and user experience.


	Accountabilities

Lead, coach and develop a high-performing Service Desk team, driving performance, capability, and engagement.

Own day-to-day Service Desk operations, ensuring effective ticket management and real-time service performance.

Deliver and continuously improve SLAs, KPIs, and customer satisfaction with a focus on first contact resolution.

Act as the voice of the customer, strengthening stakeholder relationships and improving service perception.

Oversee effective incident triage, escalation, and coordination at the Service Desk level.

Drive data-led improvements to enhance service quality, efficiency, and user experience.

Lead adoption of AI and automation to streamline processes and enhance productivity and service experience.

Provide operational ownership and support of ITSM processes and tools, ensuring alignment with Service Desk delivery.

Ensure adherence to ITIL-aligned processes, standards, and risk and compliance requirements.

Partner with internal teams and suppliers to deliver seamless end-to-end service outcomes.
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