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IT’S NEVER 
ENDING 

L E A D E R S H I P  A N D  C H A N G E  

M A N AG E M E N T  F O R  I T  S E RV I C E  
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ABOUT ME: 
 
 • IT Service Desk (1998) 

• Varied roles - PC Support, IT Manager, Head of IT, 

Service Improvement Manager. 

• Currently Head of Service (Deputy CIO) at Oxfam 

GB.  

• Public, Charity and Commercial experience with max 

12,000 internal users.  

• MSc IT and Management, CITP,  ITIL, PRINCE2 and 

Agile Service Manager…  
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OXFAM: 
 
 
 

 

 

• Helps communities and families lift themselves 

out of poverty. 

• Works with communities, save and rebuild lives 

after disasters. 

• Use our influence to challenge the things that 

keep people poor. 
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P A R T  I  

E X P E R I E N C E S  O F  RU N N I N G  A N  

E F F E C T I V E  I T  S E RV I C E  I N  

E N V I RO N M E N T S  W H I C H  A R E  

O F T E N  C H A L L E N G I N G  A N D  

E N D L E S S LY  C H A N G I N G   

W I T H I N  T H E  OX FA M  

C O N T E X T.  
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OXFAM GB STAFF… 

HAVE A ONE FRONT DOOR TO SERVICE,  

ACROSS THE UK AND OUR 27 PROGRAMME COUNTRIES  

WITH A  

GLOBAL SERVICE DESK FOR SHARED SERVICE 

APPLICATIONS 
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THE OXFAM GB SERVICE DELIVERY 
LEADERSHIP TEAM IS RESPONSIBLE 
FOR THIS GLOBAL SERVICE  

Head of Service 
Delivery 

Service Manager 
MENA 

Service Manager Asia 
Service Manager 

HECA 
Service Manager 

WAF 

 

Service Manager – UK 

 

Core Infrastructure 
Manager 

 

Dev-OPS Manager 

 

Web Delivery 
Manager 

 

Transition and 
Improvement  

Manager  

 

Application Manager 

SUPPORTING 110 AMA ZING SERVICE STAFF!!   



Page 8 

SERVICE MANAGERS MANAGE THE DAY TO DAY 
REL ATIONSHIP WITHIN COUNTRIES; INCLUDING IT 
OFFICERS AND “FOLLOW THE SUN” SERVICE DESKS….  

     Supported through the UK Head office in Oxford where 

the UK Service Desk and most Tier 3 / Security Teams are 

based).  
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SERVICE MANAGERS HAVE REGIONAL FLEXIBILITY,  AS LONG AS 

THEY FOLLOW GLOBAL IS STANDARDS. SUPPORTING 

FUNDRAISING, PROGRAMMES AND HUMANITARIAN RESPONSE 
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PA R T  I I  
H U M A N I TA R I A N  C A S E  S T U DY  

H O W  OX F A M  I T  R E S P O N D S  TO  C R I S I S   
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IN AN EMERGENCY THERE IS A 
SITE ASSESSMENT  

Telecom Emergency Kits are essential  

for the assessment team  

BGAN  (voice and Data)  

Satellite Phone (voice)  

Isavi  (data),  Thuraya IP+ (data) 

 



Page 12 

TEMPORARY OFFICE SET UP 
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ON-SITE IT SUPPORT & 
COMMAND CENTER  

 
Dealing with:   

 
•  PC hardware problems 

 

•  PC Configuration problems 

   

•  Virus incidents 

 

•  Mobile Devices 

 

•  Loan IT accessories 

 

• HR requests & IT inductions for 

new staff 

   

• Logistic and HR need a dedicated 

  printers, additional LAN ports 

 

•  Email issues 

 

• Wifi and connectivity.  
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HARDWARE PROVISION FOR 
HUMANITARIAN STAFF  
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TO ENSURE THE DELIVERY:  
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OXFAM IS 

ALREADY 

RESPONDING 

WITH WATER AND 

SANITATION… 
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P A R T  I I I  

BEST PRACTICE ADVICE 

AND EXPERIENCE ON:  

Service Strategy 

Leadership skills 

Running the Service team 

Improving service  

Delivering transformational change 
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DO YOU KNOW WHAT YOUR 
CUSTOMERS' WANT? 
 
 
 
   

 

• Supporting Humanitarian, Programmes, Trading (Shops) and 

Campaigns to deliver their objectives. 

• Supporting digital ways of working and engagement. 

• Supporting Agile and new ways of working.  

 

Which Requires… 

• Robust IS Systems and Infrastructure. 

• A Quality IT Service – with a customer first approach. 

• Finishing & delivering business projects to enable the business. 
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 HAVE A TARGET OPERATING MODEL, SERVICE STRATEGY 

 AND OPERATIONAL PLAN 

Service Scope: 

•  First and Second global support 

•  Service Training & accreditation 

•  Robust & professional IT service 

•  EA Support (ITO & IS Service 

Managers) 

• Delivery of agreed service scope 

and overall customer experience 

(Service Catalogue & escalation 

matrix) 

Tier 0 - Self Service 

ServiceNow 

Tier 1 – Shared Services 

UK & International Service Delivery 

Tier 2 – Business Solutions 

Application & Infrastructure Management 

Web Management  

 

Tier 3 – Centre of Excellence 

Service Transition &  

Improvement  

Service Scope: 

• Service Strategy 

• Service Design 

• Service catalogue ownership 

• Service Transition 

• Through life costing and planning 

• Continuous Service improvement 

• Management & resourcing 

• Asset & License Management 

• Change (small projects) 

Service Scope: 
• Third line support  

• Application Development (Business 

Systems).  

• Lifecycle Management inc budget 

• Cloud & Hybrid based operation support 

inc usage administration 

• Application patching and upgrades 

(Business Systems and Infrastructure) 

• Core Infrastructure  operational 

management (Networks, Servers, Cloud 

based operations, email, security_ 

• Changing scope of business applications 

supported.  

Business Enablers / 
Customer Experience 

Architecture Project Delivery Service Delivery 
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ENSURE TEAM COMMUNICATIONS  

 

• Business IT Board – Quarterly  

• ISMT – Weekly 

 

• All - Finance and IS Meeting – Quarterly   

• All – IS Department Meeting – Quarterly  

 

• Weekly UK Ops Meeting – Chair SDM (UK) 

• Weekly International Ops Meeting – Chair HofS 

 

• Monthly UK Strategic Meeting – Chair HofS 

• Monthly International Strategic Meeting – Chair HofS 

 

• Weekly Service Desk Meeting – Chair SDM (UK)  

• All - 121’s – Bi Weekly 

 

• Workplace – Different groups (IT Officers, Service Desk, Global Service Desk)  

• WHATSAPP – Major incidents, ISMT and IT groups 
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USE AN EFFECTIVE ITSM 
TOOLSET 
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COMMUNICATE SUCCESS  
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REPORT SLA’S, RESULTS AND 
LEARNING… 
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LEADERSHIP & MANAGEMENT 
SKILLS… 
 

24 

 

 

 

A Manager is someone who runs an 

organisation, someone who plans, organises, 

and coordinates, whereas a Leader is a 

person who guides, inspires, and motivates 

and sets new directions or vision.  

SDI  
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SOME SERVICE LEADERSHIP/ 
MANAGEMENT TIPS…  
 • Everyone has a view on service. 

• You have to be robust.  

• Try and take criticism well and do not get 

defensive. 

• Sometimes simply listen.  It’s fine to say “I 

don’t know but I will find out…”  

• Resist solution / detail mode….  

• Say sorry for poor service and acknowledge 

where things could have been better.  25 
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TIPS CONT… 

• Protect / support the team where you can. 

•  You must continue to learn and adapt daily in 

terms of your style.  

• As a Leader / Manager you’ll never quite get it 

right and a decision is sometimes better than 

no decision at all.  
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SDM / TEAM MANAGEMENT…  
 
         DEVELOPING:  
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DO YOU KNOW YOUR STAFF AND YOUR OWN 
PERSONALITY?  
 
ENFJ = “THE PROTAGONIST”  
EXTRAVERTED, INTUITIVE, FEELING, JUDGING  

 

• Strengths - Tolerant, Reliable, Charismatic,  

Altruistic, “Natural” Leader  

• Areas to watch - Overly Idealistic, Too Selfless, 

Too Sensitive, Fluctuating Self-Esteem, Struggle to 

Make Tough Decisions.  

28 

Take the test for free:   https://www.truity.com 
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RUNNING THE SERVICE DESK 
TEAM… SOME TIPS… 

• Get feedback from customers’ quickly about their levels 

of happiness and review Service Desk interactions.  

• Monitor Incidents and Requests prioritisation to ensure 

customers are getting a fair and consistent service. 

• Sell the message that all calls should be logged by the  

customer or directly through your staff, so you can 

accurately prioritise, assess volume & resources.  
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TIPS CONT…  

• Recruit the right people with good service / 

customer skills. 

• Challenge poor performance or things you are 

unhappy with as soon as possible.   

• Difficult staff; make use of their skills (if not, 

ideally manage them out or change their role).  

• Develop and invest in your staff. 
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TIPS CONT…  

• Recognise your staff for good work and say thank you.  

• Delegate effectively an don’t undermine. 

• Meet regularly and always share relevant information 

with the team. 
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ENSURE STAFF HAVE A    
MISSION… 
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SERVICE IMPROVEMENT: 
SERVICE DESK ACCREDITATION 

Gaining certification shows the business our Service 

Desk and Service Delivery Teams are dedicated to best 

practice and fosters a culture of business-focused service 

improvement.  
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THE SERVICE DESK 
STANDARD  

34 

https://www.servicedeskinstitute.com/service-desk-

benchmarking/global-best-practice-standard/ 
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TRANSFORMATIONAL CHANGE – 
SDI CERTIFICATION 
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ANY  

QUESTIONS?  
 
  

N H A R R I S 1 @ O X F A M . O R G . U K  


