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Overview

This standard is about managing digital service delivery operations.
Digital service management involves overseeing the delivery of digital services, encompassing strategic planning, design, implementation, maintenance and ongoing optimisation. This includes enabling the provision of high-quality, user-centric digital services to users. This also includes collaboration with senior management and digital service operations teams to establish and maintain the necessary digital infrastructure, deliver support for service delivery, and handle any technical challenges that may arise.
This standard is for those who need to manage digital service delivery operations as part of their duties.

Performance criteria

You must be able to:

1. Implement service operations in compliance with organisational policies and standards
1. Maintain the provision of high-quality services to meet user needs
1. Negotiate service level agreements (SLAs) and operational level agreements (OLAs) with customers in line with organisational requirements
1. Maintain continuous service operations in line with SLAs
1. Oversee teams to maintain service availability, quality and performance
1. Coordinate the identification and resolution of service delivery issues in line with organisational standards
1. Identify opportunities for improving service delivery and propose actionable recommendations to customers and stakeholders
1. Manage service delivery infrastructure and tools in line with organisational procedures
1. Maintain records of service management activities to track deliverables and assess team capabilities
1. Produce reports and documentation in line with organisational requirements
1. Maintain the digital service catalogue in line with organisational requirements
1. Stay updated on technological advancements related to service delivery operations to support continuous improvement



Knowledge and understanding

You need to know and understand:

1. Digital service operations frameworks and methodologies and their applicability in managing service operations
1. Fundamental principles of service design and relationship to operational efficiency and user satisfaction
1. Organisational policies governing service implementation and how to apply them
1. The industry standard technologies required to deliver high-quality services
1. How to develop, and monitor SLAs to maintain service availability and quality
1. The importance of maintaining continuous delivery of service operations that meet user needs
1. The processes involved in service incident and problem management
1. How to apply change management principles and practices to service delivery operations
1. How to develop and manage Service Level Agreements (SLAs)
1. How to manage service delivery teams throughout the service lifecycle
1. How to identify and present service delivery improvement recommendations to customers and stakeholders
1. How to develop service management proposals and recommendations aligned to audience needs
1. The steps involved in maintaining the service catalogue and how to apply them
1. How to evaluate potential risks to service delivery operations and mitigate these
1. How to implement strategies for optimising resource capability and technology utilisation
1. Regulations governing service delivery and the associated compliance requirements
1. The importance of staying abreast of technological advancements relevant to digital service delivery operations
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