
	Digital, Data and Technology profession: Capability Framework

	job description template

	

	Department:
	
	

	Team:
	
	

	Job family:
	IT operations
	

	Role:
	Incident manager
	

	Role level:
	
Incident manager
	

	Grade:
	
	

	Salary:
	
	

	Profession:
	The Digital, Data and Technology Profession
	

	Location:
	
	

	Reporting to:
	
	

	

	[bookmark: _gjdgxs]About your organisation

	[[[ This is your opportunity to ‘sell’ the role. It’s a candidate-driven market so you must make the description of your organisation clear, visionary, exciting and explain the impact the candidate can have both in the delivery of your objectives and society in general. ]]]
...

	

	[bookmark: _30j0zll]Role

	Incident managers aim to restore normal service operation as quickly as possible and minimise any adverse effect on business operations. This makes sure that the best possible levels of service quality and availability are returned and maintained.


	

	[[[ Add:
What the person will be working on? (Be mindful that you might want to have some flexibility in what the person works on so mention that in the job description)
Why the work is important to your organisation?
Link to blogs or information about the projects. ]]]
...

	


	[bookmark: _1fob9te]Main duties

	

	An incident manager oversees incidents and restores normal operations as quickly as possible with the least impact on the business or the user.



	

	
	Skill
	Description

	Asset and configuration management
	You know how to conduct life-cycle management for assets including hardware, software, intellectual property, licences and warranties. You know how to manage usage, disposal, compliance, inventory, sustainability, cost optimisation and protection of the asset portfolio. You can help to improve investment decisions and capitalise on opportunities. You know how to comply with international standards for asset management. You document information relating to assets including identification, classification and specification of all items, and information related to storage, access, versions, etc. You can apply status accounting and auditing in line with relevant criteria.

	Availability and capacity management
	You can define, analyse, plan, forecast, measure, maintain and improve all aspects of the availability of services, including power. You know how to control and manage service availability to meet the needs of the business in a cost-effective manner, including managing the capability, functionality and sustainability of service components (including hardware, software, network resources and software/infrastructure as a service).

	Change management
	You can manage changes to service, configuration items, organisational change, supplier change and associated documentation. You know how to request changes in response to incidents or problems that provide effective control and reduction of risk to the security performance and availability. You can ensure compliance of the business services impacted by the change. You understand policy, principles and approach. You can apply your understanding and knowledge in project or programme activities and can develop experience in the use of relevant change management tools and processes.

	Community collaboration
	You can contribute to the work of the community, building successful teams through understanding team styles and influencing as well as motivating team members. You know how to give and receive constructive feedback, facilitating the feedback loop. You can facilitate conflict resolution within teams, ensure the team is transparent and that the work is understood externally. You can help teams maintain a focus on delivery while being aware of the importance of professional development.

	Continual service improvement
	You can identify and explore opportunities for service and business improvement. You know how to drive analysis and identify, prioritise and implement improvements and efficiencies, ensuring that the organisation derives maximum value from services This includes recognising the potential for automation of processes, determining costs and benefits of new approaches and managing change or assisting implementation where needed.

	Continuity management
	You can provide service continuity planning and support. This includes identification of information, systems that support critical business processes, the assessment of risks to those systems’ availability, integrity and confidentiality and the coordination of planning, designing, testing and maintenance procedures and contingency plans to address exposures and maintain agreed levels of continuity.

	Incident management
	You can coordinate the response to incident reports, ensuring relevant prioritisation and detail to allow effective investigation. You can identify the correct procedures or channels for resolution and monitor resolution activity and progress updates to customers. You understand the relevant change management tools and processes.

	Ownership and initiative
	You can take ownership of problems and proactively resolve technical problems, ensuring that technical solutions continue to meet business requirements. You know how to take full accountability for actions taken and decisions made.

	Problem management
	You can understand and identify problems, analysing and helping to identify the appropriate solution. You can classify and prioritise problems, document their causes and implement remedies.

	Service Management Framework knowledge
	You have an in-depth understanding of Service Management Framework principles and processes and the ability to apply your technical knowledge in project or programme activities.

	Service focus
	You can maintain focus on the whole life of service delivery: from designing to developing to delivering and operating. You know how to ensure that a set of IT products, suppliers and vendors come together to deliver an IT service.

	Technical understanding
	This knowledge underpins your ability to deliver the responsibilities and tasks for the role and ensures that you can apply the breadth and depth of technical knowledge you need. You stay abreast of industry developments to make cost-effective use of new and emerging tools and technologies.

	User focus
	You understand users and can identify who they are and what their needs are, based on evidence. You can translate user stories and propose design approaches or services to meet these needs. You can engage in meaningful interactions and relationships with users.You put users first and can manage competing priorities.




	[bookmark: _tyjcwt]About the broader DDaT profession

	The DDaT Profession consists of people who work in a digital, data or technology specialist role. They design, build and run government digital services. They are responsible for the way we find, access and use data and for the technology infrastructure which support those services. There are currently about 18,000 people working in the Profession. The Profession consists of people working within specialist communities of practice. There is a full list of roles on GOV.UK: https://www.gov.uk/government/collections/digital-data-and-technology-profession-capability-framework

	

	[bookmark: _3dy6vkm]What we offer

	[[[ Ideally replace some/all of these links with ones more relevant to your own organisation. You do not have to use all of these, but 3-5 links will help convey an overview of the DDaT profession in government. ]]]

	The opportunity to work on impactful, meaningful projects

	The latest technologies, on a large scale

	Small, autonomous agile teams

	A diverse and inclusive workplace

	Supportive communities of practice, where you can share and develop your skills and knowledge

	Defined career progression

	Training and development

	Talent programmes

	Flexible working

	

	[bookmark: _1t3h5sf]Application Process

	[[[ Add:
1. Explain what you want in the application i.e ask them to be concise, answer requirements of the role, limit to a number of pages etc.

2. Explain if there is any practical assessment criteria during the application and interview process and work with the relevant head of community/role to define the appropriate assessment/test for interview. These tests should be reasonable and relevant to the role.

3. List practicalities such as length of role, location etc. Contact your HR team for guidance on this.

4. Mention the blended approach of using Success Profiles to address both skills/experience and behaviours, not just solely using competencies.
]]]




