
UNIVERSITY OF SOUTHERN CALIFORNIA

Director, Service Management (ITS)

Job Code: 166301

OT Eligible:

Comp Approval:

Leads the development and continuous improvement of service management processes and tools. 
Works closely with ITS leadership to identify, recommend, implement, and support cost-effective, 
leading-edge technology solutions for all aspects of ITS. Facilitates formulation and adoption of 
improved processes, including documentation and publishing of standard services and metrics to 
ensure effective use of the Information Technology Infrastructure Library (ITIL) toolset, data 
analysis methodologies, technology implementations, and service and operational level 
agreements. As part of the leadership team, models and cultivates ITS culture, values, and 
behaviors.

JOB SUMMARY:

JOB ACCOUNTABILITIES:

*E/M/NA % TIME

No

7/24/2019

______ Leads the development and continuous improvement of all Information Technology 
Infrastructure Library (ITIL) IT service management (ITSM) processes, and other 
related services and controls, defining and refining repeatable processes for the 
intake of toolset requirements, changes, and day-to-day service management.

______

______ Establishes and maintains trusted relationships with customers, partners, and ITS 
departments, to build an information technology strategy that responds to the 
university’s business vision, goals, and strategy. Contributes in cross-functional 
coordination, architecture discussions, and prioritization planning in a highly 
collaborative environment.

______

______ Facilitates the adoption of new or improved processes, procedures, service-level 
agreements (SLAs), operational-level agreements (OLAs), and service models 
across the ITS organization. Creates and provides training, outreach, and 
organizational change management for the adoption of the IT service management 
(ITSM) program, processes, and protocols.

______

______ Proactively identifies issues by tracking trends and engaging campus customers, 
key stakeholders, and ITS staff and develops process improvements to ensure 
prompt issue resolution. Provides end-to-end process definition and integration for 
the lifecycle of ITS services, including governance for processes, architecture, and 
standards.

______

______ Actively drives the process of embedding ITS values and behaviors. Leads by 
example, demonstrating ethics and high accountability to create a culture of trust 
and transparency. Fosters an inclusive environment that values team member 
differences, creating a sense of belonging and appreciation.

______

*Select E (ESSENTIAL), M (MARGINAL) or NA (NON-APPLICABLE) to denote importance of 

each job function to position.

Performs other related duties as assigned or requested.  The university reserves 
the right to add or change duties at any time.

EMERGENCY RESPONSE/RECOVERY:

Essential: No
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JOB QUALIFICATIONS:

In the event of an emergency, the employee holding this position is required to 
“report to duty” in accordance with the university’s Emergency Operations Plan 
and/or the employee’s department’s emergency response and/or recovery 
plans.  Familiarity with those plans and regular training to implement those 
plans is required.  During or immediately following an emergency, the employee 
will be notified to assist in the emergency response efforts, and mobilize other 
staff members if needed.

Yes

Supervises:  Level:

May oversee staff, students, volunteers, agencies and/or resource employees.

Supervises employees and/or student workers.

Minimum Education:

Bachelor's degree

Combined experience/education as substitute for minimum education

Minimum Experience:

8 years

Preferred Education:

Master's degree

Preferred Experience:

10 years

Minimum Field of Expertise:

Bachelor’s degree in engineering, computer science, computer information systems, or a 
related field. Eight years' experience in information technology, business administration, 
and/or higher education, and three years. Information Technology Infrastructure Library 
(ITIL) V3 certification. Three years' experience in management. Experience implementing 
ITIL-based methods using ServiceNow software, with deep understanding in ITIL service 
management processes. Extensive experience delivering IT customer service based on 
service levels and service quality measures, driving continuous service improvements, and 
delivering technology services in the field through coordination with central teams. 
Experience developing and maintaining service catalogs, service-level agreements (SLAs) 
and end-user support services. Proven ability to foster environments of trust, collaboration, 
transparency, and accountability, building inclusive environments that value, encourage, 
and support differences.

Preferred Field of Expertise:

Master’s degree in engineering, computer science, computer information systems, or a 
related field. Ten years’ experience in information technology, business administration, 
and/or higher education. Five years’ experience in a management or leadership role. 
Excellent organizational skills, able to set priorities and manage multiple projects. 
Exemplary communication and interpersonal skills, with the ability to present the business 
side of technical topics to non-technical audiences, and persuasively and effectively interact 
with various stakeholders and diverse individuals and groups.
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SIGNATURES:

Employee: _____________________________________  Date:_____________________________

Supervisor: ____________________________________  Date:_____________________________

The above statements are intended to describe the general nature and level of work being 

performed.  They are not intended to be construed as an exhaustive list of all responsibilities, 

duties and skills required of personnel so classified.

The University of Southern California is an Equal Opportunity Employer


