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UD TRUCKS

Service Delivery Leader - IT Services
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Job Context

The Job exists within the function(s) in charge of developing and governing the Infrastructure Services of UD Trucks while
ensuring their delivery and usage, with the ambition to contribute to UD Trucks competitiveness by delivering standardized
and fit for purpose infrastructure services, maintaining a balance between time to market, cost and quality.

There are three main service portfolios, each subdivided in a few sub-portfolios: application infrastructure, core infrastructure
and end user services. A Service Delivery Leader is typically responsible for one or several services within a sub-portfolio

(sometimes, for all services within one sub-portfolio).
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Sub portfolios in End User Services which is main scope of Service Delivery Leader — IT Services are as below.

Service Desk
Lead and manage the IT service desk to ensure timely and effective resolution of service requests and incidents, maintaining
high levels of customer satisfaction and adhering to service level agreements (SLAs).

HAM and Demand Management

End user hardware life cycle management across UD Trucks and maintain the necessary tools and process related to HAM
compliance and audits. Oversee the coordination and fulfilment of end-user IT device and peripheral requirements, ensuring
efficient and cost-effective Standard IT equipment catalogues and manage HW CAB processes

Client Services

Manage and support end-user computing environments, including Standard Desktop/Laptop, Factory Workstations, Mobile
Device Management, and Virtual Client solutions, ensuring optimal performance, security, and user satisfaction across UD
Trucks.

Unified Communication and Collaboration
Ensure the effective communication and collaboration solutions, facilitating seamless interaction and productivity across the
organization in UD Trucks, while managing service performance and user support.
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Preferred Skills and Qualifications:

« Proven knowledge of service transition, and continuous service improvement (ITIL) and proven experience working
with ITIL-aligned service runtime activities

« Ability to listen, cooperate and support decisions making

Good communication skill Good practice in negotiation and facilitation of decision making. Ability to convince and

manage stakeholders in scope

Advanced knowledge of several services in own sub-portfolio

Experience working in a global environment. Ability to deal with multi-cultural context

Proven experience working in a global environment from an IT or business point of view

Experience of running Business with financial accountability

Knowledge of IT processes

Good knowledge in managing relationship and negotiations with supplier(s)
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« Ability to get things done and execute as planned
« Ability to drive supplier personnel in joint activities
« Ability to manage cost canters / product responsibility
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