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Job Description

Common GovernmentPublic (when completed)

Describe: Basic Job Details

Position

Position Name (30 characters)

Manager, Platform Services
Requested Class

 Manager (Zone 2) 

Agency (ministry) code Cost Centre Program Code: (enter if required)

Employee

Employee Name (or Vacant)

Organizational Structure

New

Ministry

Position ID

Job Focus

Corporate Services
Supervisory Level

01 - Yes Supervisory

Current organizational chart attached?
Division, Branch/Unit

TSO/BTO/BERNIE and MS Dynamics Services
Supervisor's Current Class

  

Supervisor's Position ID Supervisor's Position Name (30 characters)

Design: Identify Job Duties and Value

Job Purpose and Organizational Context

Why the job exists:

The Technology and Innovation (TI) Ministry supports Government of Alberta (GoA) departments by providing 
leadership and expertise in information management and technology (IMT), including service delivery, security, 
enterprise investment management, and emerging digital capabilities such as artificial intelligence. These capabilities 
enable the GoA to achieve its business goals and deliver value to Albertans. 

TI operates using a “one-government” approach to IMT governance, decision-making, and service delivery,balancing 
enterprise priorities with the unique needs of individual ministries. Within this structure, the Business and Technology 
(BTO) branch is responsible for creating, maintaining, delivering, and continuously improving IT services consumed 
across government. BTO delivers a broad range of services including development, integration, infrastructure, 
operations, platforms, service design, project delivery, and digital innovation. 

As the Manager, Platform Services, you are accountable for the strategic ownership, governance, and delivery of 
enterprise platform capabilities across both the Microsoft Dynamics and ServiceNow ecosystems. You will lead a 
multidisciplinary team responsible for the design, development, configuration, integration, maintenance, and support of 
these platforms, ensuring alignment to business priorities and enterprise architecture. 

In this role, you will define and execute platform roadmap that enable modern, scalable, and reusable solutions to 
support both new initiatives and ongoing operations. You will champion a configuration-over-customisation approach, 
leveraging out-of-the-box capabilities and best practices to drive efficiency, reduce technical debt, and optimize total 
cost of ownership. 
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You will also drive the adoption and responsible use of artificial intelligence and automation across the platforms, 
leveraging capabilities such as predictive insights, intelligent workflows, virtual agents, and agentic AI to enhance 
service delivery, improve user experience, and increase operational efficiency. This includes ensuring alignment with 
enterprise AI governance, data security, and ethical use standards. 

You will work closely with business stakeholders, architects, IMT service providers, and third-party partners to ensure 
solutions are innovative, secure, and fit-for-purpose. A key focus will be on integrating Dynamics and ServiceNow 
capabilities within the broader enterprise ecosystem to deliver seamless, end-to-end services. 

This position also provides leadership and oversight for staff and contracted resources, ensuring delivery excellence 
through strong governance, modern delivery methodologies, and continuous improvement practices. Building and 
maintaining effective relationships with senior business leaders, IMT leadership, vendors, and partners is critical to 
success in this role. 

Responsibilities

Job outcomes (4-6 core results), and for each outcome, 4-6 corresponding activities:

1. Lead in developing and maintaining a long-term strategy for meeting the business clients' requirements for
application support and development that takes into account branch plans, priorities, and the capacity of the branch
for delivering change.

Maximize opportunities for utilization of Artificial Inteligence (AI) and other technology aligned with the 3 year 
business plan, the business area needs, and other departmental initiatives.

Oversee the provision of estimates and impact analysis as input to the business cases for major enhancements or 
new application/service development. 

Identify when an intake needs to be brought forward to the T&I Initiative review Committee and provide 
documentation and scoring 

Assess the level of support required to meet the clients' expectations and determine what adjustments need to be 
made on either side to align expectations with capacity.

Establish an overall plan for meeting the clients' needs, including a schedule of release dates and the high-level 
release content.  Communicate the plan to other support areas and where the release delivery involves other 
internal or external applications co-ordinate the plan for development, testing and implementation with them.

Maintain awareness of plans, policies, and standards in place at the cross-government level and their implications 
for the Department.

2. Manage all changes to the assigned applications/services in a controlled manner, to effect a smooth and timely
transition for the clients and other support areas.

Establish procedures for change management and ensure they are communicated to, understood by, and followed 
by the team, clients, Acceptance Testing, and Production Operations.

Create and manage project plans for releases at a detailed level. 

Ensure the priority of each work item is assessed according to established criteria, and that work items are 
assigned to a release or designated as an emergency item accordingly.

Ensure that appropriate levels of testing, including acceptance testing by clients, is carried out prior to 
implementation of any work item.

3. Manage the development of solutions so that deadlines are met and clients receive the quality of deliverables
they expect on schedule.

Oversee and assign work items to team members and provide clear expectations regarding the deliverables, the 
deadlines, and their performance.

Monitor progress on projects and deliverables.  Where necessary, make adjustments to assignments, request 
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overtime, assign more resources, manage scope, etc. to meet the schedule for the deliverables.

Report the status of assigned work internally, and to clients or others who may be dependent on the schedule.

4. Provide leadership and direction to a team of system analysts (a blend of employees and contractors) dedicated to
supporting the application(s).  In doing so, build a team that demonstrates capability and commitment to their
responsibility.

Recruit, coach and train staff as required.

Provide feedback to employees on an informal basis and through the performance plan review process.

Seeks out, clarifies and mutually agrees on an individual's development needs when serving as a coach and 
mentor.

Provides balanced positive and corrective feedback during performance discussions.

Delegate authority and responsibility for certain aspects of application support.

Foster a results-oriented approach to client service both by setting an example, and by coaching or mentoring 
team members in their interaction with clients and other support areas.

Act as an advocate for the team when interacting with other support areas or projects.

5. Initiate and build an effective relationship with the clients in which they solicit and trust the team's advice on the
use of technology in relation to performance of their business.

Develop a solid understanding of the business being conducted.

Respond to problems or queries on any topics relating to the clients' business and the applications.

Recognize opportunities for improvement through the technology.

6. Provide leadership and or active participation in cross-department or government initiatives, put forward ideas or
influence initiatives to serve the best interests of the application, the client, the branch, or Department.

Prepare and review standards as a member of the Standards Committee and present or review proposed 
technology changes as a member of the Technical Architecture Committee.

Provide input to the development of processes or projects affecting more than one area of a Department, more 
than one department, or that extend to stakeholders outside the Government.

Participate in the development of business plans.

7. Manage Contract Resources as the requirement for contracted team members dictates (based on the long-term
plans).

Prepare a Request for Proposal (RFP) for acquiring contracted services.

Establish the evaluation criteria.

Evaluate the bids received in response to the RFP.

Determine which bid should be awarded the contract.

Monitor the workload of the contractors in relation to the contract amount.

Evaluate contractor performance, when not acceptable, work with the vendor to increase performance, replace 
contractor or cancel contract.
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Problem Solving

Typical problems solved:

Types of guidance available for problem solving:

- The position requires a high level of diversity due to the breadth of technologies relying on the infrastructure and the
complexity of making changes to the infrastructure. This position requires a high level of creativity, problem
solving abilities.
- Provides direction to a team of technical support analysts and contractors focused on the maintenance and operations
of commercially available software applications and associated software infrastructure components

Direct or indirect impacts of decisions:

Key Relationships

Major stakeholders and purpose of interactions:
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Required Education, Experience and Technical Competencies

Job-specific experience, technical competencies, certification and/or training:

Education Level

Diploma (2 year)
Focus/Major

Other
2nd Major/Minor if applicable Designation

If other, specify:

Information Technology related

Behavioral Competencies

Pick 4-5 representative behavioral competencies and their level.

Competency
Level 

A    B    C    D    E
Level Definition

Examples of how this level best 
represents the job

Build Collaborative Environments Involves a wide group of 
stakeholders when 
working on outcomes: 
• Involves stakeholders
and shares resources
• Positively resolves
conflict through coaching
and facilitated discussion
• Uses enthusiasm to
motivate and guide others
• Acknowledges and
works with diverse
perspectives for achieving 
outcomes
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Creative Problem Solving Works in open teams to 
share ideas and process 
issues: 
• Uses wide range of
techniques to break down
problems
• Allows others to think
creatively and voice ideas 
• Brings the right people
together to solve issues
• Identifies new solutions
for the organization
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Develop Self and Others Encourages development 
and integration of 
emerging methods: 
• Shapes group learning
for team development
• Employs emerging
methods towards goals
• Creates a shared
learning environment
• Works with individuals
to develop personal
development plans

Agility Identifies and manages 
required change and the 
associated risks: 
• Identifies alternative
approaches and supports
others to do the same
• Proactively explains
impact of changes
• Anticipates and
mitigates emotions of
others
• Anticipates obstacles
and stays focused on
goals
• Makes decisions and
takes action in uncertain
situations and creates a
backup plan

Develop Networks Makes working with a 
wide range of parties an 
imperative: 
• Creates impactful
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relationships with the 
right people 
• Ensures needs of
varying groups are
represented
• Goes beyond to meet
stakeholder needs
• Ensures all needs are
heard and understood

Benchmarks

List 1-2 potential comparable Government of Alberta: Benchmark

Assign

The signatures below indicate that all parties have read and agree that the job description accurately reflects the work assigned and 
required in the organization.

Employee Name Date yyyy-mm-dd Employee Signature

Supervisor / Manager SignatureDate yyyy-mm-ddSupervisor / Manager Name

Director / Executive Director SignatureDate yyyy-mm-ddDirector / Executive Director Name

ADM SignatureDate yyyy-mm-ddADM Name

DM SignatureDate yyyy-mm-ddDM Name


