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Encouraging, developing, 
challenging, and supporting our 
greatest asset – our people. 
At Phoenix, our philosophy is simple – we aim to be the UK’s leading IT solution and service 
provider, with a forward-thinking approach and a friendly atmosphere. 

Working for us, you’ll be given the support you need to get things done and deliver the best 
end-to-end experience for our customers. You’ll be inspired by our successes, recognised for 
your contribution to them, and constantly challenged to try something new. At Phoenix, you’ll 
thrive.  

Our mission statement: 

‘We empower and inspire our people to fulfil their potential, so they 
can help our customers make smarter buying decisions and meet 
their business objectives through technology.’ 

Our people 

According to our colleagues, what makes Phoenix Software a great place to work is our Team 
Phoenix. From getting to know our customers and understanding their needs, to enabling 
users and their organisations to do more with less – people are always at the heart of what 
we do. We’re proud of the individuals that we work with and we are committed to helping 
each of them to reach their full potential.  

We encourage. We develop. We challenge. We support.  

If this sounds like the kind of place you’d like work, join us and release your potential.  
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What Phoenix has to offer you 
Just a few of the reasons why Phoenix is a great place to work: 

• Fantastic work/ life balance with specific, measured procedures put in place to 
support you and your wellbeing and prevent burnout 

• A fully paid wellbeing hour in addition to that day’s breaks every month to 
spend outside of work doing whatever makes you happy 

• Progression opportunities at every level from entry to senior management 

• As a socially responsible employer we frequently hold charity fundraising events 
and offer all employees an optional fully paid volunteering day per annum 

• Outstanding staff retention rates with a significant number of our employees 
with us for more than 15 years of our 30 years in business 

• Private medical insurance at a discounted rate 

• Enhanced parental leave packages 

• Flexible working options, including a £100 support package for your home 
working set up 

• Fully-funded training programmes to help you to grow and progress via 
eLearning and in our high-tech training suite  

• On-site leisure facilities, plus company activities and team sports for you to join. 
We are also adjacent to a well-equipped local gym facility, offering preferential 
rates to Phoenix employees  

• A whole host of team perks, such as seasonal parties, team nights out, trips 
abroad, and regular incentives  

• Free parking on-site in our spacious car parks with electric car charging points 
available on-site 

• A modern office environment enhanced by our beautiful rural location 
and a 2019 project with £1 million invested into our buildings to create 
an inspirational working environment 
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Our employee networks 
We believe in tangible results that prove our commitment to creating a safe and supportive working environment for every member of Team Phoenix. That’s why we have several 
employee networks set up to ensure that when we pledge to make Phoenix a diverse and inclusive workplace, we can be sure that we are really making a difference.  
 
By giving our workforce a voice and implementing changes directly from those that they affect, we can guarantee that we’re making progress where it really matters. 
 

 

 
 

   

Diversity and Inclusion  
 
This network covers a large range of 
important topics including race, sexuality, 
accessibility and gender. We’re really 
proud to be a signatory on the Race at 
Work Charter and actively involved in the 
Women in IT Network, set up by women 
to encourage more women into the 
technology industry. We’re also a 
Disability Confident Committed employer. 
 

Mental Health 
 
We have signed the Mind Time to Change 
Employer Pledge, which means we are 
committed to helping to remove the 
stigma and discrimination often 
associated with mental health conditions. 
By joining this network staff can be 
involved in organising actives to help us 
achieve this and ensure we fulfil our 
commitment to the pledge. 

Charities 
 
The charity network runs fund raising 
activities throughout the year for our 
chosen charities and has previously 
organised events for World Mental Health 
Day, Children in Need, Shoeboxes for 
Children and many other worthy causes. 
 

Sustainability 
 
Coming soon… Join Team Phoenix and 
you could become part of shaping our 
business into an even more 
environmentally friendly workplace. 
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Our values 
As the UK’s leading 100% Public Sector focused IT solution and service provider, we will continue to deliver the outcomes our customers want 
and need, while adhering to our core values.  
 

 
 
 

 
   

 
Let’s be passionate 
about employees 

and our customers 
 

 
We act with 

integrity at all times 

 
We work together 
and collaborate 
across all teams 

 
Be kind and 

respectful to all 
people, all of the 

time 

 
Let’s get business 
done and have fun 

doing it 

 
 
 
  

 
 
Phoenix Software is an equal opportunities employer and applications from persons of 
any colour, race, nationality, ethnic origin, religion, sex, sexual orientation, marital status 
or disability are welcomed. 
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Job profile 

Post: Service Delivery Manager 

Salary range: TBC depending on experience 

Hours: 37.5 hours per week 

Duration of contract: Permanent 

Annual leave entitlement: 25 days plus Bank Holidays 

Primary work base: Blenheim House, Pocklington 

Pension contribution: 5% employee – 4% employer 

Probationary period: 6 months 

Period of notice: 3 month (after 6 months probationary period) 

Closing date:  
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Main Duties and Responsibilities  
• Oversee IT support services to customers and ensuring consistent, excellent service and a positive experience. 
• Working in collaboration with the IT Service Desk Manager to ensure we are delivering 1st class IT support services to our customers. 
• Drive service improvement and operational efficiencies. 
• Work with the sales and technical teams to find new opportunities 
• Responsible for the transition of all new and revised services into active support. 
• Delivering Continual Service Improvements to IT support services, processes, and procedures. 
• Collaboration with customers and partners 
• Deliver customer reviews and identify improvement opportunities 
• Help solve customer issues 
• Supporting the assignment of resource to customers 
• Act as of escalation point for service issues 
• Support with invoicing and billing of customers 
• Ensure contractual obligations are met and work is carried out correctly 
• Create reports on progress of the contract 
• Responsible for Request, Change and Escalation processes, ensuring high levels of performance in these processes, accurate reporting and establishing service 

improvement activities when required. 
• Ensuring that service reports are produced and that breaches of SLA targets are investigated, and actions taken to prevent recurrence. 
• Ownership of major incident communications, ensuring coordination of resolving parties, and conducting periodic reviews of process compliance. 
• Review and Monitor change requests. Ensure that all changes are assessed for their impact on underpinning contracts, including attendance at Change Advisory Board 

meetings if relevant. 
• Deliver and maintain customer satisfaction targets 
• Ensure the customer is fully briefed relating to the scope of services delivered 
• Ensuring all IT Services operations are compliant with our ISO27001, ISO20000, ISO14001 and ISO9001 standards. 

 

Required Skills 
 

• Service Management 
• Experience managing ITSM toolsets 
• Ability to prioritise work, with minimum supervision and use initiative to ensure that deadlines are met 
• Excellent verbal and written communication skills 
• Excellent customer service skills 
• Excellent problem-solving skills 
• Assertive, confident, positive and professional manner 
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• High degree of multi-tasking 
• Flexible and adaptable as the business demands 
• Ability to work under pressure 
• Must have a “can do” attitude at all times 

 

Desired Skills 
• Understanding of ISO27001 and ISO20000 standards 
• Service Transition  
• Understanding of ITIL 
• Broad and up to date technical knowledge of key vendor products (Microsoft, VMware, VEEAM, Sophos etc) 

 

Leadership Skills 
 

• Excellent leader of people 
• Strong management skills 
• Point of escalation for internal and customer issues 
• Develop, adhere to, and promote standard processes  
• Promote excellent customer service 
• Review feedback mechanisms to drive Continual Service Improvement 
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© Copyright 2021 Phoenix Software Limited. All Rights Reserved.  
Registered Office Address - Bytes House, Randalls Way, Leatherhead, Surrey, United Kingdom, KT22 7TW. 
Phoenix Software Limited is a company registered in England and Wales, with company number 02548628 and VAT number GB 755 3490 15. 
Phoenix Software has been certified by BSI to ISO 9001 Quality Management and ISO/IEC 27001 Information Security Management  
under certificate numbers FS 554112 and IS 620034. 
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