
                         Job Spec 

Service Manager 
 

Primary Role 

Do you keep the customer at heart of everything you do? Do you build strong, collaborative relationships with 

clients? Can you ensure customer and company standards are met and exceeded where possible? Can you 

influence others to get things done, or done differently? Do you lead by example in delivering on your promises? 

Can you see a way forward and remain calm when dealing with complex issues? Can you understand the impact 

of issues for clients and escalate effectively? Would you like the opportunity to work with a highly effective and 

customer focused team? 

 

If you can this role is for you. 

 

At Lifecycle the Service Delivery Team are responsible for delivering high quality services to our wide range of 

customers and responding to issues raised both during business as usual and exceptional situations.  The role 

will involve the management customer accounts to ensure that contractual SLAs are adhered to with good levels 

of customer care are provided at all times. 

 

Background 

Due to ongoing expansion we need enthusiastic technology aware Service Managers to manage and deliver 

excellent customer service to clients who use our world-class CRM, Charging, Billing, Mediation, Provisioning and 

Reporting solutions. 

 

Within the Service Delivery Team the role of Service Manager is wide ranging and involves Incident 

Management, Problem Resolution, Service Improvement, Customer Relationship Management, Customer On 

Boarding as well as the occasional writing of reports. 

 

In order to achieve this you must be highly organised and an excellent communicator who is willing to get 

involved with individual issues as well as being able to see the bigger picture. You should be able to identify and 

implement actions to drive continuous improvement. A strong affinity for teamwork is vital to work closely with 

our software developers and other members of the Lifecycle Service Delivery team.  

 

The ideal candidate will be a confident individual who is able to work with multiple teams to get things done. 

You will need to have the ability to learn about the Lifecycle products and services and have the business 

acumen to understand their importance within the context of the telecoms market.  
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Key accountabilities: 

1. Building strong relationships with customer stakeholders. 

2. Ensuring services are delivered in line with contractual obligations. 

3. Delivering service excellence and avoiding service credits. 

4. Monitoring of KPIS, Operational and Service Level Agreements.  

5. Managing incident and customer escalations. 

6. Managing the transition of new customers from Projects team into Service Delivery. 

7. Preparation and presentation of Service Review & Performance Packs. 

8. Client liaison – ad hoc, weekly updates, monthly Service Reviews.  

9. Creation and ownership of customer specific Performance Improvement Plans. 

10. Liaison with Service Administrators, Second Line Support and Project Teams. 

11. 'Manage upwards' to ensure that senior management are informed about issues before they escalate, and 

can intervene as appropriate. 

12. Proactively look for ways to improve the operations within the Service Delivery Team. 

13. Maintain Lifecycle Brand values. 

 

Required employee skills and attributes 

The employee will have: 

Essential 

 At least 5 years’ experience in a B2B service delivery environment. 

 Sound knowledge and use of a support desk ticketing system. 

 Experience of working within an environment where SLAs are defined, monitored and reported against 

 Ability to demonstrate delivery of service improvement activities. 

 Sound knowledge of the telecoms market. 

 Exemplary communications skills; written and verbal.  A persuasive communicator and facilitator, able to 

liaise with external and internal contacts at all levels. 

 An expert multi-tasker who can switch effortlessly from one task to another as priorities change and yet meet 

the deadlines for both. 

 Both the gravitas and the knowledge to command respect from clients and fellow colleagues 

 Highly self-motivated, autonomous, organised and methodical with attention to detail 

 Good presentation skills. 

 Excellent Excel & PowerPoint skills. 

 Able to fit into a predominantly Telecoms and IT culture. 
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Desirable: 

 At least 3 years’ experience of owning customer relationships 

 Experience of managing change for customers  

 Experience of working in the mobile telephony market 

 Experience of telecoms billing processes and/or systems 

 Understanding of the software development lifecycle 

 Experience of ticketing systems & processes. 

Other Information 

The role will be office based in Newbury although there will be some UK travel to meet with clients.   

 

Normal office hours are 9:00 – 5:30 Monday to Friday. It is also expected that Service Managers will take part in 

the on-call rota to support our out-of-hours engineers during the occasional high priority incidents. Normally 

one week in eight. 

 

The benefits package includes 24 days holiday plus ‘your birthday off’, a 3% contributory pension and 

quarterly/annual bonus payments.  

 

To apply please email jobs@lifecycle-software.com with your CV and a covering letter. 

mailto:jobs@lifecycle-software.com

