TASMANIAN STATE SERVICE DELIVERY AND OPERATIONS

ICT Service Delivery Manager

An ICT Service Manager in the Tasmanian State Service provides strategic and operational leadership to
ensure the delivery of high-quality, efficient, and effective ICT support services that meet organisational and
whole-of-government objectives. The role oversees IT Client Services, including daily operations, incident
and escalation management, service performance against Service Level Agreements (SLA), IT asset
management, and contemporary support models. The ICT Service Manager leads workforce planning,
recruitment, mentoring, wellbeing, and performance management of staff and contractors, while monitoring
KPls, analysing trends, and driving continual service improvement aligned with best-practice frameworks
such as ITIL.

The role involves strong engagement with senior leaders, business areas, and external vendors to manage
client relationships, budgets, risks, issues, procurement, and change initiatives. ICT Service Managers lead
ICT projects and service transformation programs, guide staff and clients through significant change, and
promote digital literacy and engagement. They provide high-level research, analysis, solution architecture,
and authoritative policy advice on IT service development, while resolving complex technical and
stakeholderissues to set strategic direction and ensure ICT services are delivered in a coordinated, secure,
and customer-focused manner.

SFIA SKILLS:

Tasmanian State SErViCe mm——

CAREERS

D

IVERY MA

ICT SERVICE DEFIVE}QRY/

Tasmanian
Government




	Slide 1

