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	Role Title:
	IT 2nd Line Support Team Leader
	Responsible to:
	IT Service Desk Manager

	Division:
	TDD
	Department:
	Technology Operations

	Direct reports:
	5 FTE
	Scope:
	Global remit supporting the whole of MPS across multiple international locations.

	
	
	Scale:
	No direct budget responsibility; operational oversight of 2nd Line support delivery, escalations, and technical resolution across the enterprise IT estate.

	
	
	Regulated Function:
	No


	Evaluation Level:
	Implement 2
	Role Family:
	Digital Data and Change



	Role Purpose

	The IT 2nd Line Support Team Leader provides technical and operational leadership for the 2nd Line Support function within Technology Operations, ensuring complex incidents and service requests are resolved efficiently, safely, and in line with agreed service level objectives.

The role acts as the primary escalation point beyond the Service Desk, leading technical investigation, coordinating cross-functional resolution activities, and maintaining service stability across the IT estate, including ownership of Incident and Major Incident processes and effective hand-offs between support tiers.

The postholder represents the Service Desk and 2nd Line Support function in IT projects, change initiatives, and service transitions, ensuring operational requirements, supportability, and knowledge transfer are embedded throughout the service lifecycle.

The Team Leader drives continual improvement and innovation of support processes, tools, and ways of working, while developing technical capability through training, coaching, and knowledge sharing within the 2nd Line team and supporting the upskilling of the 1st Line Service Desk to improve service performance and first-time fix rates.



	Accountabilities (RACI)
	Examples measures of Success/KPIs

	Leadership
· Provide day-to-day operational leadership to the 2nd Line Support team, ensuring effective prioritisation, workload management, and technical quality of outputs.
· Act as the senior technical escalation point for complex and high-priority incidents, providing direction and coordinating resolution across teams.
· Deputise for the Service Desk Manager as required, maintaining continuity of service operations and decision-making.
· Lead technical response during Major Incidents, ensuring clear tasking, pace, and focus on service restoration.

	· Incidents resolved within SLA and priority targets
· Reduced backlog of aged tickets
· Effective Major Incident recovery times
· Positive stakeholder feedback on leadership and clarity


	Financial
· Support efficient use of technical resources to deliver support services within operational constraints.
· Provide insight into the business impact and operational cost of major incidents and recurring issues.
· Identify opportunities to reduce support costs through root cause resolution, automation, and service improvements.
· Support prioritisation decisions based on business impact and risk.
	· Reduction in repeat incidents driving avoidable cost
· Efficient resource utilisation across the team
· Improved cost avoidance through permanent fixes
· Clear impact reporting for major incidents

	Member
· Ensure delivery of high-quality technical support that minimises disruption to business users and members.
· Maintain strong engagement with stakeholders to understand service expectations and operational impact.
· Drive improvements to service reliability, availability, and user experience.
· Ensure communication during major incidents is timely, accurate, and business-focused.

	· Improved user satisfaction scores
· Reduced business downtime
· Service availability in line with targets
· Positive feedback from business stakeholders

	People
· Lead, coach, and develop 2nd Line Support Analysts to build a capable and resilient team.
· Promote knowledge sharing, collaboration, and continuous professional development.
· Support performance management, objective setting, and development planning.
· Foster an inclusive, supportive, and accountable team culture.

	· Improved team capability and skills coverage
· Achievement of individual development plans
· Low staff turnover and absence rates
· Positive engagement survey results

	Risk
· Identify and manage operational risks arising from incidents, technical vulnerabilities, or support gaps.
· Ensure adherence to ITSM processes, controls, and governance requirements.
· Escalate systemic issues, security concerns, or service vulnerabilities appropriately.
· Support audit readiness through accurate documentation and evidence of process compliance.

	· Reduction in repeat high-severity incidents
· Timely risk identification and escalation
· Audit findings closed within agreed timelines
· Improved service stability and resilience



	Responsibilities (RACI)

	· Own and govern the Incident Management process at 2nd Line, ensuring incidents are investigated, prioritised, and resolved in line with agreed procedures and SLAs.
· Lead the Major Incident Management (MIM) process operationally, including management of on-call rotas, cover arrangements, and swaps, ensuring appropriate resourcing and rapid mobilisation.
· Coordinate Major Incident response activities end-to-end, including initiating collaboration channels, organising technical bridges and eCABs, managing communications, and tracking actions through to service recovery.
· Oversee and continuously improve hand-offs between 1st Line, 2nd Line, EUC, and 3rd Line teams, ensuring clear ownership, effective triage, and seamless escalation.
· Act as the senior technical escalation point for complex incidents, problems, and service requests.
· Manage workload distribution across the team, ensuring priority alignment with business impact and service commitments.
· Drive root cause analysis and support Problem Management activities to reduce repeat incidents.
· Ensure accurate documentation of fixes, workarounds, and procedures within the knowledge base.
· Collaborate with infrastructure, application, security, and supplier teams to resolve cross-functional issues.
· Monitor service performance metrics, identifying trends and driving continuous improvement initiatives.
· Deputise for the Service Desk Manager as required, providing leadership oversight and operational decision-making.
· Support change and release activities by providing technical input, readiness validation, and post-implementation support.
· Contribute to operational reporting, service reviews, and stakeholder updates.
· Undertake additional ITSM responsibilities as required to support service stability and delivery.



	Key Governance Responsibilities 

	· IT Operational Forum: Contributor
· Change Advisory Board (CAB): Contributor
· Major Incident Review Board: Contributor
· Post-Incident Review (PIR) Forum: Contributor
· Technology Operations Leadership Team: Contributor



	Leadership Behaviours
	Level

	Fresh Thinking
	Leading Self
	Building Capability in Self and Others
	Leading Others
	Influencing Others
	Leading Others
	Collaborating for Results
	Leading Others
	Leading Self and Others
	Leading Others
	Commercial and Risk Thinking 
	Leading Self





	
	Knowledge and Qualifications
	Skills
	Experience

	Essential
	· Strong working knowledge of ITIL practices, particularly Incident, Major Incident, Problem, and Change Management
· Broad technical understanding across end-user computing, infrastructure, networking, and enterprise applications
· Good understanding of service level management principles and operational performance metrics
· Awareness of IT risk, governance, and control frameworks within an operational environment

	· Strong troubleshooting and analytical problem-solving capability across complex technical environments
· Ability to act as a senior escalation point and make sound operational decisions under pressure
· Effective leadership and team coordination skills
· Excellent verbal and written communication skills, with the ability to translate technical issues into business impact
· Ability to prioritise competing demands in a fast-paced operational environment
· Strong stakeholder engagement and influencing capability
· Ability to produce clear technical documentation, knowledge articles, and incident reports
	· Significant experience in a 2nd Line or advanced technical support role within an enterprise IT environment
· Experience acting as an escalation point for complex or high-priority incidents
· Experience coordinating or supporting Major Incident Management activities
· Experience working within structured IT Service Management frameworks
· Experience managing or mentoring technical team members

	Desirable
	· ITIL v4 Foundation or higher
· Relevant technical certifications (e.g., Microsoft, Azure, networking, M365, endpoint management)
· Supervisory or team leadership qualification
· Knowledge of cloud service models (IaaS, PaaS, SaaS) and hybrid environments

	· Experience facilitating Major Incident bridges and technical recovery calls
· Process improvement and continuous service improvement capability
· Data analysis skills to interpret trends and produce meaningful operational insights
· Supplier and third-party coordination skills
	· Experience leading a 2nd Line or technical support team
· Experience working in multi-site or global organisations
· Experience in regulated or risk-driven environments
· Experience supporting cloud-based and SaaS platforms
· Experience contributing to Problem Management and root cause analysis initiatives
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