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	[bookmark: _Hlk118107813]Job Title
	IT Service Manager

	Grade
	Grade B

	Directorate
	Digital

	Job Purpose
	1. Reporting to the Senior IT Service Manager, the IT Service Manager will work in conjunction with colleagues across the departments to ensure that effective and efficient change is delivered to the business for all IT services and products.
2. Covering Stakeholder Management and Communications, Change Analysis and Management, Business Readiness; they will provide a central point for managing, planning, scheduling, and controlling change to ensure that services are effectively transitioned into live.
3. Ensure that any risks associated with changes are fully understood and assessed as part of the approval process.
4. Work closely with the Senior IT Service Manager to help ensure continuity of IT Services and assist with major incidents should they occur. 
5. The incumbent will work closely with the Technology Unit support teams, 3rd party providers and programme/project management to encourage change management best practices that ensure changes are managed and deployed successfully.
6. Ensure that changes resulting from Programme’s and Projects are effectively understood and delivered into the business 

	Accountabilities
	1. Ensure that effective and efficient change management is delivered to the business by applying expert knowledge and understanding of change management to create an effective change framework that can be used by both product/agile development and operational teams 
2. The IT Service is responsible for defining and managing the Change Management process and ensuring it is effectively represented within our ITSM tooling (ServiceNow) liaising with other parts of the business as necessary.

3. Ensure regular reviews of the end to end Change Management process are undertaken and implement improvements, including process automation within the ITSM tool where possible.
4. Work with product, project, service delivery and 3rd party providers to forward plan the change windows across CQC’s portfolio of IT services and communicate to key stakeholders
5. Manage change risks and scheduling issues that affect release scope, schedule and quality. 
6. Lead the Change Advisory Board meetings to ensure effective outcomes.
7. Work in conjunction with suppliers and colleagues within CQC to ensure that major incidents are managed in accordance with MIM Process. 
8. Acting as an ambassador for the Change Management process, communication the benefits of Change Management and providing training and assistance where required, promoting best practice and gaining buy-in from key stakeholders
9. Participate in Release Readiness reviews, Milestone Reviews, and Business Go/No-Go reviews to ensure adherence with the Change Management process
10. Manage and communicate change details and schedules to key stakeholders  as required.
11. Continually work towards making improvements in the change process.
12. Define and maintain reports and dashboards for KPI’s relating to Change Management
13. to establish Continuous Deployment practices and procedures and tools.
14. Escalate issues or problems to the appropriate stakeholder.
15. Participate in Major Incident and Problem Management meetings where required, and provide cover of the Major Incident process in the absence of the Senior IT Service Manager.
16. Identifies opportunities for improvement and makes constructive suggestions for change.
17. Have the appropriate knowledge, skills and experience to actively promote diversity and equality of opportunity, treat everyone with dignity and respect and avoid discrimination and act in accordance with CQC Values & Behaviours
18. All duties commensurate with your role and responsibilities.
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Excellence
 - 
In my work for CQC:
I set high standards for myself and others, and take
 
accountability for results
I am ambitious to improve and innovate
I encourage improvement through continuous learning,
I make best use of people’s time, and recognise the valuable
 
contribution of others
Caring
 - 
In my work for CQC:
I am committed to making a positive difference to people’s
 
lives
I treat everyone with dignity and respect
I am thoughtful and listen to others
I actively support the well-being of others
Integrity
 - 
In my work for CQC:
I will do the right thing
I ensure my actions reflect my words
I am fair and open to challenge and have the courage to
 
challenge others
I positively contribute to building trust with the public,
 
colleagues and partners
Teamwork
 - 
In my work for CQC:
I provide high support and high challenge for my colleagues
I understand the impact my work has on others and how their
 
work affects me
I recognise that we can’t do this alone
I am adaptable to the changing needs of others
) (
Values & Behaviours
) (
Specific skills and experience
) (
Significant experience of change
 management
 
using ITIL and agile frameworks
ITIL Qualified
Experience of Major Incident and Problem management
Awareness
 of software development lifecycle
 & CI/CD as it relates to Change Management
Demonstrated effective leadership and analytical skills
Advanced written and verbal communication skills 
Awareness
 of configuration & release management 
Experience in producing 
clear 
documentation. Typical documentation would include:
Change Management Policy and Procedures
KPI reporting
Critical  thinking 
with the ability to think across multiple systems, applications & architectures.
Flexible and proactive approach to service provision
Able to work independently and as part of a team
)
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