
	Job Title
	Associate Cyber Service Delivery Manager

	Department
	Cyber

	Location
	Hybrid

	Reports to
	Cyber Operations & Delivery Manager

	Staff Responsibility
	Matrix management of all delivery resources aligned to the Cyber Division based account(s)

	General Overview of position
	The Associate Cyber Service Delivery Manager is a key figure within the Cyber Division, responsible for service delivery on assigned accounts within this division. They will manage the Service Delivery relationship with a portfolio of clients who have aligned Cyber Services, working closely with CSOC Tier 2/3 Analysts to ensure appropriate resource allocation and effective customer management.

This role entails providing direction to all delivery resources associated with Cyber accounts, maintaining accountability for the cost and quality of all services delivered to clients, and overseeing the cyber operational engagement and relationship with customers.

A critical aspect of the Associate Cyber Service Delivery Manager's responsibilities includes assisting sales through white space analysis, targeting existing customers who utilize our Cyber Services. The focus is on identifying and capitalizing on growth opportunities within the current customer base, ensuring they are well-informed of the additional services available to enhance their cybersecurity posture.

As part of the Cyber Operations Team, the Associate Cyber Service Delivery Manager is expected to contribute to the overall success of the team and division. Additionally, they will provide coverage for their fellow Associate Cyber Service Delivery Managers when necessary.

	


Main duties & responsibilities
	· Direct and prioritize Cyber delivery resources for the account.
· Assist in the delivery of sales pitches and proposal creation tailored to the specific needs and potential of each customer, driving revenue growth.
· Collaborate with internal teams to optimize our service offerings and ensure they align with the evolving needs of our customers.
· Govern Cyber Division services through regular reviews, reporting, and risk management, addressing key recommendations and actions with the client.
· Maintain high customer satisfaction by addressing risks and resolving issues promptly.
· Ensure quality service delivery and continuous improvement to the client, meeting all SLA’s and KPI’s.
· Build strong relationships with current customers, understanding their unique challenges and positioning our services as the ideal solution.



Person Specification

	
	Essential
	Desirable

	· Experience of delivering results to customers/key stakeholders
· Knowledge of Service Delivery methodology and core ITIL principles
· Demonstrable experience in delivering high quality services in line with contractual commitments
· Demonstrable ability to deliver continuous improvement and value
· Excellent interpersonal skills, ability to motivate and collaborate with your peers to deliver results and success, and promote a culture of teamwork and proactivity
· Client-facing skills, with the ability to create long-term relationships built upon trust and integrity
· Experience analysing data to translate insights into data driven decisions
· A strong focus on customer satisfaction and success, with the ability to tailor solutions to meet their specific needs.
	· A good understanding of the following technologies:
· Microsoft Sentinel SIEM/SOAR
· Microsoft Defender Solutions (Endpoint, O365, Identity, Cloud Apps and Cloud)
· Microsoft Purview
· Good level knowledge of security solutions that may be incorporated within an IT environment and their purpose. E.g. Firewalls, VPN’s and Proxies.
· Knowledge of security best practice, such as the defence in depth concept and how to protect against different attack vectors. 
· Experience in sales, particularly in Cyber Services or related fields
· Strong financial acumen, with the ability to drive ongoing efficiency and improved profitability
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Job Levels

	Career Framework
	Professional 

	Definition 
	Subject matter expert in a professional, non-technical, environment, mainly working in a front-line customer capacity.


	Contribution to Success
	Supports and facilitates others in the implementation of short-term plans or works to achieve agreed goals. Performs a range of mainly straightforward assignments. Will manage cost on a day-to-day basis, looking for opportunities to generate efficiencies  

	Communication
	Will be involved in explaining facts, practices, and policies. May need to influence from time to time and will coordinate day to day tasks

	Expertise
	Continues to build knowledge of the business processes assigned to their specific role and customers / stakeholders

	Leadership
	Will receive guidance from their line manager and will not usually manage a team. Responsible for their own accounts/customers/projects

	Values Statement
	Displays consistent and positive behaviours in line with the values. Acts with integrity and professionalism within own team and across the organisation
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