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Job Description

Post title: Head of IT Support
Date last updated/evaluated: July 2026
Author: Deputy Director IT Service Support
School / Department:			iSolutions / IT Support Services
Faculty / Directorate:			Professional Services
Job Family:				Management, Specialist and Administrative (MSA)
Grade:					Level 5
ERE Pathway (if applicable):		Not applicable
Post reporting to:			Deputy Director IT Service Support
Post line report(s):			Team Leaders – Service Desk x 1, Audio Visual x 1 and Tech Hubs x 					2, Outreach x 1 
Post base location:			Campus : Highfield/Boldrewood/City Centre/WSA/Avenue/SGH

[bookmark: _Hlk187072310]Job purpose: 	Lead and continuously enhance IT Support Services across the University, ensuring services are delivered efficiently and provide high-quality, customer-focused outcomes aligned to institutional priorities.

Own the end-to-end IT Support service model, performance, and future development to ensure services remain effective, scalable, and deliver measurable value.

Use service data, insight, and emerging technologies to improve service performance, optimise customer journeys, and ensure resources are deployed effectively to meet evolving demand.
 
Key accountabilities and indicative time allocation:
1. 20%
Service Ownership, Strategy and Performance
Accountable for the end-to-end performance, effectiveness and continual development of IT Support across the University, ensuring services deliver high-quality, customer-focused outcomes aligned to institutional priorities and iSolutions strategy. 

· Acts as Service Owner for IT Support, setting strategic direction, defining service standards and ensuring services remain effective, scalable and sustainable. 
· Accountable for service performance, customer satisfaction, service quality, operational resilience and value for money. 
· Establishes and monitors service measures, targets and outcomes, ensuring services meet agreed service levels and continuously improve. 
· Ensures support services evolve to meet changing customer expectations, technologies and operating models. 
· Maintains oversight of service risks, dependencies and opportunities, taking action to protect and enhance service outcomes. 

2. 20%
Leadership of IT Support Services
· Leads, develops and motivates team leads and teams to deliver excellent customer outcomes. 
· Sets clear expectations for performance, behaviours and service standards. 
· Builds organisational capability through coaching, professional development, succession planning and talent management. 
· Leads teams through organisational and technological change, ensuring adoption of new ways of working. 
· Fosters a culture of accountability, continuous improvement, innovation and service excellence. 
· Ensures equality, diversity and inclusion principles are embedded across team leadership, service delivery and decision-making.

3. 20%
Operational Delivery, Resource Planning and Financial Stewardship
· Oversees workforce planning, capacity management and resource allocation across all IT Support functions. 
· Ensures services are resilient and capable of meeting operational requirements across multiple campuses and delivery channels. 
· Contributes to budget planning and financial management activities, ensuring resources are used efficiently and deliver value for money. 
· Balances operational priorities, investment needs and service improvement opportunities. 
Ensures teams and resources can flex to respond to emerging demands and changing institutional requirements. 
· Supports business cases, investment proposals and resource planning activities relating to IT Support Services. 

4. 15%
Digital Support Innovation and Service Modernisation
· Drives development of remote support, digital engagement and omnichannel support capabilities. 
· Strengthens and evolves the Tech Hub model to ensure accessible, visible and effective in-person support across key University locations. 
· Identifies opportunities to improve customer journeys through automation, AI-enabled support and process optimisation. 
· Leads continuous improvement initiatives that reduce avoidable demand, improve efficiency and enhance service outcomes. 
· Ensures physical and digital support channels operate cohesively to deliver a seamless customer experience. 
· Evaluates emerging technologies, sector developments and industry best practice to inform future service strategy. 

5. 10%
 Service Insight, Governance and Continuous Improvement
· Ensures robust service reporting, management information and performance analytics are in place across all areas of IT Support Services. 
· Uses service data to identify trends, risks, capacity pressures and improvement opportunities. 
· Provides insight, recommendations and performance reporting to senior leadership and governance groups. 
· Establishes a culture of evidence-based service management and continual improvement. 
· Ensures services operate within agreed governance frameworks, policies, standards and regulatory requirements. 
· Monitors service risks and escalations, ensuring appropriate mitigation and resolution actions are implemented. 

6. 10%
Stakeholder Engagement and Sector Leadership
· Works collaboratively with academic, professional services and student stakeholders to ensure services meet evolving needs and support institutional priorities. 
· Represents IT Support Services within relevant governance, operational and strategic forums. 
· Builds strong relationships across iSolutions to ensure effective end-to-end service delivery and a joined-up customer experience. 
· Maintains awareness of sector developments, emerging practice and professional standards relevant to IT support and service delivery. 
· Develops productive relationships with suppliers, partners and peer institutions to inform service development and continuous improvement. 
· Promotes the value and contribution of IT Support Services across the University community.

7.                                                                                                                                                                              5%
· Any other duties as allocated by the line manager following consultation with the post holder.

Internal and external relationships:
iSolutions management and University senior management
Other members of the department/University staff
External customers and partners
Relevant suppliers and external contacts

Special requirements:
To maintain the relevant level of professional expertise and qualifications to complete the duties of a professional specialist and to agree with the Deputy Director IT Services Support on a relevant professional development programme.
There will be occasional requirements to work outside normal hours to support service commitments. Flexible arrangements will be considered where operationally appropriate.



Person Specification – Skills and Competencies
[bookmark: _Hlk187230474]All essential and desirable criteria outlined in this Person Specification will be assessed through a combination of recruitment application and CV, and where applicable numerical or written assessment.
Knowledge, Experience and Qualifications
Essential
The required level of knowledge, skills and understanding will normally have been acquired through a combination of significant professional experience, leadership responsibility, continuing professional development and/or relevant qualifications. Candidates who can demonstrate equivalent experience are encouraged to apply.
· Substantial experience leading IT support, service delivery or customer-facing operational functions within a complex organisation.
· Experience leading multiple teams and/or team leaders and managers, with accountability for service performance, people development and operational outcomes.
· Proven experience leading service improvement, organisational change or service transformation, whilst maintaining colleague engagement, wellbeing and performance.
· Strong knowledge of IT service delivery, support operations, customer experience, service management practices and performance measurement.
· Well-developed professional expertise supported by significant practical and managerial experience, typically evidenced through relevant qualifications at Level 7 of the Regulated Qualifications Framework or equivalent professional experience and achievement.
· Experience contributing to service strategy and continual improvement, using evidence, insight and professional judgement to inform decision-making and deliver organisational benefit.
· Experience managing people, financial and operational resources within a large and/or complex service environment.
· Understanding of enterprise end-user computing and support environments, including Windows, macOS and Linux platforms.
· Demonstrates awareness of digital accessibility principles and inclusive design practices, with the ability to create, procure, manage or deliver digital services, content and systems that are accessible to all users and aligned with relevant accessibility standards and legislation.
· Ability to demonstrate a commitment to inclusive leadership, equality of opportunity and the creation of high-performing teams where colleagues can thrive and contribute fully.
Desirable
· Knowledge of service management frameworks such as ITIL (for example ITIL 4) or equivalent.
· Experience of using service management platforms such as ServiceNow.
· Project or programme management qualification or equivalent experience.
· Experience working in Higher Education or another large, complex, customer-focused organisation.
· Experience supporting business cases, service development or investment decisions.
· Experience working across multiple sites, business units or organisational functions.
· Understanding of digital workplace services, Microsoft 365, endpoint services and enterprise support environments.
· Experience supporting organisational design, workforce planning, succession planning or service restructuring activity.
· Experience working within cross-functional, matrix or multidisciplinary environments.
· Relevant professional accreditation, membership and/or evidence of continuing professional development.


Teamwork and Communication
Essential
· Effectively manages team dynamics, creating an environment that engages and motivates others. 
· Provides expert advice, guidance and recommendations on complex issues. 
· Fosters and maintains working relationships within the department and wider University. 
· Uses persuasiveness and positively influences others to achieve outcomes. 
· Ability to communicate complex information clearly and influence stakeholders at all levels to achieve positive outcomes.
· Able to handle complex or sensitive issues with sound judgement and professionalism.
Desirable
· Experience representing a service area in cross-organisational or institutional forums. 
· Experience managing stakeholder expectations during service change or periods of high operational demand. 
· Experience contributing to or delivering presentations to a range of audiences.

Planning, Organisation and Resource Management
Essential
· Plans and manages significant new projects or work activities, ensuring plans complement wider strategic plans. 
· Appreciates University priorities and applies these in managing work.   
· Demonstrable experience of translating strategic objectives into operational plans and delivering successful outcomes through others. 
· Experience managing people, financial and operational resources within a complex service environment to achieve agreed objectives and organisational priorities.
· Experience of workforce and capacity planning to ensure sustainable and resilient service delivery.
Desirable
· Experience contributing to financial planning or budget management. 
· Experience managing suppliers, contracts, or third-party service relationships.

Problem Solving and Initiative
Essential
· Ability to interpret complex operational issues and make sound, evidence-based decisions. 
· Able to make decisions in ambiguous or changing situations while maintaining service continuity. 
· Formulates development plans to meet current and future skill requirements. 
· Applies knowledge, experience and understanding of a professional, specialist or technical field to inform work plans, based on a detailed understanding of the theory and/or principles underpinning the field of work. 
· Experience identifying opportunities for improvement and implementing practical, sustainable solutions. 
· Uses initiative, professional and/or specialist judgement and originality to resolve problems and develop revised policies and procedures, where required.
Desirable
· Experience introducing new service models, tools, or ways of working.



Job Hazard Assessment
A full health clearance is required for this role where any hazards marked “^”, using the agreed Occupational Health referral template available from here. Where a full health clearance is required, this will apply to all role holders, including existing members of staff.
Physical Environment
[bookmark: _Hlk181968470]Working outside ^							Not applicable
Exposure to noise levels >80dbA ^					Not applicable
Working with dust or fumes ^						Not applicable
Working with skin irritants ^						Not applicable
Working with chemicals (industrial or cleaning) ^			Not applicable
Working in a confined space ^					Not applicable
Working at height ^							Not applicable
Working with sewage ^						Not applicable
Contact with cytotoxins ^						Not applicable
Exposure Prone Procedure (EPP) work ^				Not applicable
Contact with clinical specimens or pathology work ^		Not applicable
Direct patient care or patient contact					Not applicable
Exposure to temperature extremes					Not applicable
Frequent hand washing						Not applicable
Ionising radiation							Not applicable

Psychological and Social Environment
Working shifts ^							Not applicable
Working nights ^							Not applicable
Lone working								Not applicable
Working with children							Not applicable
Exposure to persons with challenging behaviour			Not applicable
Working with larger groups						Not applicable

Equipment, Tools and Machines
Working with vibrating machinery or tools ^				Not applicable
Driving duties e.g. LGV, PCVs, forklift trucks ^			Not applicable
Food handling								Not applicable
Contact with latex							Not applicable

Physical Abilities
Prolonged physical movements or actions e.g. walking ^		Not applicable
Prolonged Standing or Sitting	 ^					Not applicable
Moving or handling heavy loads ^					Not applicable
Repetitive pulling or pushing ^					Not applicable
Repetitive climbing (steps, stools, ladders, stairs) ^			Not applicable
Repetitive crouching, kneeling or stooping				Not applicable
Repetitive lifting							Not applicable
Fine motor grips (e.g. pipetting)					Not applicable
Repetitive reaching below shoulder height				Not applicable
Repetitive reaching at shoulder height				Not applicable
Repetitive reaching above shoulder height				Not applicable
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