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Job Description- Service Delivery Specialist

	Job Specifics 
	

	Job Title
	Service Delivery Specialist 

	Reports to
	Service Delivery Manager

	Location
	Gloucestershire

	Department
	Service Centre 



	About the Role 
	

	Role overview
	Coordinating Events to ensure booking and enquiry turnaround times are maintained and a consistently high level of customer service is provided to bookers, learners, and colleagues within SLA (Service level agreements) 

	Key responsibilities
	· Deliver a high-quality service experience for learners, customers, and trainers. 
· Coordinate and administer the end-to-end delivery of training programmes. 
· Manage learner enrolments, bookings, communications, and training logistics. 
· Monitor programme progress and resolve issues to ensure successful outcomes. 
· Build and maintain effective relationships with customers, learners, trainers, and internal stakeholders. 
· Manage service requests, queries, escalations, and complaints through to resolution. 
· Ensure accurate maintenance of learner records, documentation, and systems. 
· Manage a high volume of calls across dual phone lines.
· Monitor service performance, learner feedback, and operational metrics. 
· Identify and implement improvements to processes, systems, and ways of working. 
· Prioritise workloads and manage multiple activities to meet agreed service levels. 
· Collaborate across teams to support operational objectives and business goals. 
· Take ownership of tasks and contribute to a positive, high-performing team culture.



	Experience
	Event Co-ordination / Administration within a bookings team  
Time Management – proven experience of working to tight deadlines in a high processing volume environment. 
People skills – proven experience in working as part of a successful team. 
Customer Service issue escalation – proven experience of managing issue resolution. 
Comfortable presenting to clients both face to face and virtually. 
Effective time and task management.
Proficient in analysing, evaluating and reporting data.
Innovative when solving problems operating with a solution orientated approach.
Resilient and able to adjust when working in a dynamic environment.
Microsoft office (including Excel and PowerPoint).

	KPIs and SLAs
	Productivity stats 
Quality Stats 
Learner and trainer feedback via on-line evaluation forms  
Management and team communication via one to ones and regular review meetings. 

	Key working relationships
	Training Centre Administrators, Scheduling Team, Customer Relationship Managers 
Operations Team – Purchase Ledger, Scheduling, Courseware, Virtual Learning and Exam Admin 
Customer – Operational Security and key bookers within the customer 


	Qualifications
	DV Clearance (or the ability to obtain it) if position is based on customer site. 
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