
	Job Title
	AI Enablement Manager

	Department
	Managed Services / Service Desk

	Location
	Nottingham / Hybrid (to be confirmed)

	Reports to
	Head of Service Desk

	Staff Responsibility
	No initial direct line management.

	


General Overview of position
	Artificial Intelligence is changing how organisations operate, how technology is consumed and what customers expect from their service providers.
 In simple terms, customers are moving from asking:
"Can you support our technology?"
to asking:
"Can you help us achieve better business outcomes through technology?"
That shift is creating a significant opportunity for MSPs that are prepared to evolve.

The AI Enablement Manager is responsible for ensuring that the Littlefish Service Desk is able to optimise AI to deliver the best possible service and experience to the end user, primarily  focusing on speed, efficiency, and zero-touch resolution and fulfilment.
The role owns the operational readiness of the Service Desk for AI consumption across the Service Desk of the Future portfolio such as AI Front Door, AI ticket creation, Engineer Copilot, automation services and future AI-enabled customer experiences.
The role acts as the bridge between Service Desk Operations, Knowledge Management and the AI & Automation Delivery team, ensuring AI remains accurate, actionable, governed and fit for purpose.

	


Main duties & responsibilities
	AI Knowledge governance
· Own the operational quality and suitability of knowledge for AI consumption.
· Establish and maintain AI-ready knowledge standards, templates, article structures and metadata requirements.
· Act as the operational approval point for AI-generated or AI-recommended knowledge content.
· Ensure knowledge aligns to Service Desk processes, customer requirements, governance standards and support outcomes.
· Work alongside transition and onboarding teams to ensure new knowledge onboarding meets AI tooling requirements.

Knowledge lifecycle management
· Review AI-generated article recommendations and decide whether content should be approved, amended, rejected or passed to an SME.
· Approve updates to existing knowledge articles and coordinate the creation of new articles where gaps are identified.
· Identify duplicate, stale, incomplete or low-value content and manage retirement or improvement actions.
· Maintain a structured knowledge improvement backlog linked to AI feedback, engineer feedback and operational demand.
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	Main duties & responsibilities (continued)
	Knowledge gap management and AI optimisation
· Review AI knowledge feedback, failed responses, escalation reasons, search misses and retrieval issues.
· Identify recurring knowledge gaps and coordinate with operational SMEs to close them effectively
· Work with AI & Automation Delivery to understand hallucinations, poor responses, low-confidence outputs and failed retrieval patterns.
· Improve the knowledge estate so content is clear, structured and usable by both engineers and AI systems.

Operational AI Process management
· Understand and optimise customer and employee journeys when using AI tools within the Service Desk environment
· Work alongside AI and Automation delivery teams to plan AI roadmap and track and manage operational AI and Automation delivery.
· Identify opportunities and improvements in AI tooling that supports successful operational outcomes and objectives
· Identify, design, deploy and manage agents to support the knowledge management processes

Reporting and continual improvement
· Develop and maintain AI readiness measures, including knowledge quality, knowledge coverage, gap closure and AI performance.
· Report on AI retrieval success, knowledge-driven deflection, escalation caused by knowledge deficiencies and confidence trends.
· Provide recommendations to improve knowledge quality, AI performance and Service Desk outcomes.
· Support Service Desk of the Future initiatives by ensuring each workstream has the knowledge assets required for successful adoption.

Key relationships
Service Desk leadership and team leaders.
AI & Automation Delivery team.
Technical SMEs and resolver groups.
Service Management, reporting and customer-facing stakeholders where knowledge impacts service delivery.

ISO Accreditations:
Littlefish are ISO9001 and ISO27001 certified it is expected that all employees adhere to the Quality Management and Information Security systems, policies and procedures.
Equality, Diversity and Inclusion:
It is expected that you will actively promote and embed Equality, Diversity and Inclusion (EDI) in all your work and support and comply with all organisational initiatives, policies and procedures on EDI.

	Other duties
	Other such reasonable duties within the general scope of the job role, at the line managers direction. 







Person Specification

	

	Essential
	Desirable

	· Strong Service Desk, IT Operations or Knowledge Management background.
· Strong understanding of ITIL Incident, Request and Knowledge Management practices.
· Ability to review, challenge and improve operational content and processes.
· Understanding of LLMs, RAG and AI-based knowledge usage and retrieval concepts.
· Strong programme/project management skills and ability to own and deliver multiple workstreams in parallel.
· Strong stakeholder management skills, including the ability to coordinate SMEs and influence operational teams.
· Excellent written communication skills and ability to turn technical process into clear, usable knowledge.
· Comfortable working with data, feedback, quality measures and continual improvement backlogs.
· High attention to detail and strong ownership of quality, governance and follow-through.
	· Experience working with AI-enabled support solutions or digital self-service tooling.
· Experience with ServiceNow Knowledge Management or similar ITSM knowledge platforms.
· Experience producing operational reports, dashboards or knowledge performance measures.
· Experience supporting service transformation, automation or customer-facing digital channel initiatives.
· Familiarity with Microsoft 365, Entra or modern workplace support processes.




Document Control


	File Name
	Knowledge & Readiness Lead Job Description.docx

	Author
	Alec Hughes

	Status
	Draft v0.1

	Classification
	Internal

	Location
	Littlefish / Managed Services / Service Desk


Version Control
Version	Author	Change	Date
	0.1
	Alec Hughes
	Initial draft created from Job Description template
	23 July 2026


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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