
IT Services Manager 

Our Lady of Victory Homes of Charity 
 

POSITION SUMMARY:  
Under the direction of the Director of Information Technology, this position serves as a manager of the 

IT department services, servicing staff and the associated technical staff. Sets and meets goals for the 

expectation of the services provided.  Acts as relationship manager for IT services for OLV Institutions 

as well as other member clients within the Catholic Diocese of Buffalo. Brings strong best practices in 

Problem, Change and Account Management.   

 

ESSENTIAL DUTIES AND RESPONSIBILITIES: 

 

1. Provides consulting, relationship management, site reviews, inventories and works with Network 

Engineer for recommendations for services to clients and potential clients. 

2. Conducts project management for service related projects including building statement of work 

requirements. 

3. Manages, coaches, and provides supervision with expectations and performance management 

and goals for the service (help) desk team. 

4. Identifies user based technology needs, works with Network Engineer to create and manage the 

user device standards. 

5. Manages the ongoing Image Management creation and updates. 

6. Manages the onboarding and off boarding processes of OLV Institutions employees. 

7. Contribute to improving customer support by actively responding to queries and handling 

complaints. Provide customer feedback to both management and IT Engineering and Telecom 

areas as appropriate.  

8. Follow up with end users and outside organizations to identify areas of improvement for service. 

9. Assist the Director of Information Technology in the creation of specific customer service 

standards, including response times for on hours, off hours, and emergency support. 

10. Establishes best practices through the entire technical support process. 

11. Develops written documentation on all procedures and protocols for the service group. 

12. Assists the Director of Information Technology with IT audits, policies and procedures, and 

developing compliance action items related to service interactions with the business and its other 

contracted clients. 

13. Act as a backup to the network engineering manager. 

 

REQUIRED AND PREFERRED EDUCATION and/or EXPERIENCE: 

 

1. Bachelor’s Degree (or equivalent experience) in Computer Science or related field is required. 

2. Demonstrated experience in process and technical analysis 

3. Design and documentation using strong detail and accuracy in delivering work products. 

4. Personnel management, coaching and team effectiveness for the technical and support staff of 

various technical levels.  

5. Relationship management in an IT services environment.   

6. Minimum of 5 years’ experience in a similar or related position.  

7. Valid NY State driver’s license.  

 

REQUIRED KNOWLEDGE, SKILLS AND ABILITIES: 



1. Ability to manage IT projects and effectively communicate status updates and action items to 

relevant members of the project team.  

2. Strong verbal and written communication skills.  

3. Strong organizational and prioritization skills.  

4. Analytical and problem solving skills, technical experience and proficiency in IT infrastructure. 

5. High level of proficiency in Microsoft Office & Service Desk CRM applications.  

6. High level of customer service aptitude.  

7. Supports strong working relationships and collaboration with cross functional teams and 

customers.  

8. Identifies opportunities for improvement and makes constructive suggestions for modifications. 

9. Demonstrates ownership of the goals and actions of themselves and the teams they work 

alongside.   

 

Please send applications or resumes to:  

OLV Homes of Charity 780 Ridge Road Lackawanna, NY 14218 Attn: IT 

Or email to resume to itjobs@olv-bvs.org 


