TASMANIAN STATE SERVICE DELIVERY AND OPERATIONS
ICT Team Leader

An ICT Team Leader in the Tasmanian State Service provides day-to-day leadership in the IT Client Services
or Service Desk team, ensuring the delivery of high-quality, customer-focused ICT support across the
organisation. The role oversees daily operations such as incident and request management, ticket queues,
escalations, and performance against Service Level Agreements, while recruiting, training, mentoring,
scheduling, and performance managing staff. The Team Leader supports skills development and
cross-skilling, monitors key performance indicators, analyses service trends, and drives continual service
and process improvements aligned with best-practice frameworks such as ITIL.

The role involves close engagement with internal stakeholders, senior managers, and external contractors,
providing authoritative advice on service delivery standards, managing higher-level escalations, and
contributing to resource planning, budgeting, and vendor management. ICT Team Leaders coordinate and
report on service delivery projects, change initiatives, and continuous improvement activities, contribute
technical expertise, oversee or delegate hardware and software procurement and maintenance, and review
and update operating procedures. Through knowledge management and strategic ICT initiatives, the role
helps minimise downtime, optimise service delivery, and maintain strong customer satisfaction across the
organisation.
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