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Job Description- Senior Service Delivery Specialist
	Job Specifics 
	

	Job Title
	Senior Service Delivery Specialist  

	Reports to
	Senior Service Delivery Manager

	Location
	Cheltenham 

	Department
	QA LG 



	About the Role 
	

	Role overview
	The Senior Service Delivery Specialist is the operational owner for third‑party (3P) service delivery activity, with responsibility for managing the end‑to‑end 3P onboarding process and associated operational readiness. The role also acts as the deputy to the Workstream Lead for Service Centre workflow, providing support, oversight, and continuity to ensure day‑to‑day operations run smoothly.
The role owns the operational management of 3P onboarding, acting as the central point of coordination between internal teams, Procurement, and external customers. A key aspect of the role is proactively engaging external customers, ensuring they are kept informed throughout the onboarding journey and that expectations are managed through to confirmation of readiness for service. Once onboarding is complete, the role also leads associated 3P quoting activity, ensuring accurate and timely information is produced and communicated to enable onward delivery.
Alongside ownership of 3P activity, the Senior Service Delivery Specialist supports and deputises for the Workstream Lead in Service Centre workflow management. This includes overseeing the flow of bookings, enquiries, and administrative work, supporting prioritisation and workload balance, and helping ensure service performance remains within agreed SLAs and quality standards. The role provides hands‑on operational support during periods of peak demand and contributes to resolving day‑to‑day operational issues.
Working closely with the Workstream Lead, the role provides operational insight across both 3P and internal workflow activity, identifying risks, delays, or emerging pressures and escalating where appropriate. The Senior Service Delivery Specialist contributes to operational reporting, supports continuous improvement, and helps embed consistent ways of working across the service.
During periods of Workstream Lead absence, the role provides operational cover for workflow leadership, ensuring continuity of service, effective decision‑making, and clear communication with customers and internal stakeholders. With strong organisational skills and the ability to coordinate across multiple teams, the role plays a critical part in enabling reliable service delivery across both third‑party and internal operations.

	Key responsibilities
	· Own the end‑to‑end operational delivery of third‑party (3P) onboarding, ensuring readiness for service is achieved to agreed timelines and standards. 
· Act as the central coordination point for 3P onboarding activity across internal teams, Procurement, and external customers. 
· Proactively manage and communicate with external customers throughout the onboarding journey, providing clear updates and managing expectations. 
· Lead associated 3P quoting activity following onboarding confirmation, ensuring accurate, timely information is produced and communicated. 
· Deputise for the Workstream Lead in Service Centre workflow management, supporting prioritisation, capacity management, and day‑to‑day operational flow. 
· Oversee the progression of bookings, enquiries, and administrative work to maintain SLA and quality performance. 
· Provide hands‑on operational support during periods of peak demand and contribute to resolving day‑to‑day operational issues. 
· Identify, manage, and escalate operational risks, delays, and blockers across both 3P and internal workflow activity. 
· Contribute to operational reporting, continuous improvement, and the embedding of consistent ways of working across the service.


	Experience
	Essential Experience
· Experience in an operational service delivery, service coordination, or service management role, ideally within a complex or multi‑team environment.
· Proven experience of owning and managing operational processes end‑to‑end, ensuring work progresses to agreed timelines, standards, and customer expectations.
· Hands‑on experience coordinating activity across multiple internal teams and managing dependencies to keep work moving.
· Experience of engaging directly with external customers, providing structured updates, managing expectations, and maintaining confidence during delivery activity.
· Demonstrable experience in workflow or workload management, including prioritisation, balancing demand, and supporting SLA performance.
· Experience identifying operational risks, delays, or blockers and taking appropriate action, including escalation where required.
Desirable Experience
· Experience supporting or coordinating third‑party onboarding or mobilisation activity, even where procurement or supplier management sat elsewhere.
· Experience working closely with Procurement or Commercial teams to support onboarding, readiness, or transition to service.
· Experience contributing to operational reporting, performance tracking, or service improvement activity.
· Previous experience deputising for, or stepping up into, a senior or lead operational role during absence or peak periods.


	KPIs and SLAs
	· Achievement of agreed onboarding and service delivery milestones 
· SLA performance across bookings and service requests 
· Quality and timeliness of customer and stakeholder communications 
· Accuracy, visibility, and reliability of tracking and reporting 
· Stakeholder and customer satisfaction

	Key working relationships
	· Customers and internal stakeholders 
· Service Centre Team 
· Client Relationship Teams 
· Procurement  
· Security 
· Scheduling, Courseware, Virtual Learning, Exams, and Finance teams
· Security  

	Your Competencies 
	Key Competencies
· Operational ownership – Demonstrates end‑to‑end responsibility for defined service delivery processes, ensuring work progresses to agreed outcomes.
· Coordination & planning – Effectively manages dependencies and priorities across multiple teams to maintain momentum and delivery focus.
· Customer & stakeholder communication – Proactively engages external customers and internal stakeholders, providing clear, timely, and confident communication.
· Workflow & prioritisation management – Supports workload balance, SLA performance, and service continuity, particularly during periods of peak demand.
· Risk awareness & escalation – Identifies emerging issues early, exercises sound judgement and escalates appropriately to protect service delivery.
· Accuracy & attention to detail – Maintains high standards of accuracy in operational information, onboarding activity, and quoting outputs.
· Influencing without authority – Builds effective working relationships and drives progress through collaboration rather than hierarchy.
· Judgement & decision‑making – Makes informed operational decisions when deputising for the Workstream Lead and during periods of pressure.
· Continuous improvement mindset – Identifies practical improvements to processes and ways of working to enhance service delivery.


	What you will bring
	· Ownership – Takes personal responsibility for outcomes, following work through end‑to‑end with care and accountability.
· Customer Commitment – Acts with transparency and professionalism, putting the customer experience at the heart of decisions and communication.
· Collaboration – Works in partnership across teams, building trust and shared ownership to achieve the right outcomes.
· Integrity & Quality – Operates with honesty, accuracy, and high standards, taking pride in getting things right.
· Resilience & Improvement – Stays calm under pressure and is committed to learning, adapting, and improving how services are delivered.
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