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DERBY college




	IT Senior Service Desk Advisor
Reporting to Desktop Support co-ordinator


	Hours                               37 hours per week, 52 weeks per year
Contract Type                 Support

Holidays                          20 per year subject to service increases

Salary                              Scale 4/5 APT&C Point 21 £22,274 per annum 



	Job Purpose
To lead IT Service Desk services and provide administrative support to the IT Support teams.
  

	Key Responsibilities
· To line manage day today duties and operations of the services desk personnel. 
· To ensure the services desk personnel are placed to cover all call and messaging services during core hours.
· To oversee and answer calls coming to the IT Service Desk, logging and allocating SLA’s utilising Service manager call logging software. 
· To undertake First line IT support as appropriate to assist staff and student base.
· To work with the IT Desktop Support Co-ordinator to administer the procurement system, to allow orders placed by the department to be tracked, followed up where necessary and upon arrival match the delivery details to the original orders
· To assist in the development, implementation and monitoring of a full set of operational procedures for the Service desk team.
· To oversee and maintain IT Services records and Databases including
· Printer consumables 

· Customer details

· Resource requests

· Hardware items
· Other future systems

· Ensure IT Service Desk continues to be the First Point of Contact Team, ensure excellent first impressions to the wider college 
· To ensure software licence details are up to date and readily available

· To be an effective member of the IT Services team

· To maintain awareness of and adhere to current Service Desk procedures

· To produce Service Desk documentation in liaison with the IT Customer Service Co-ordinator
· To provide a professional customer service to both internal and external customers

· To ensure that quality standards are set, monitored and reviewed within the section

· To demonstrate flexibility in responding to changing demands in personal, sectional or the Colleges workload
· To take responsibility for ones own professional development and continually update as necessary
· To comply with Equal Opportunities policies and to assist in the development of Equal Opportunities
· To comply with all Health & Safety, Child Protection & Safeguarding, Risk Management policy and legislation in the performance of the duties of the post
· To take reasonable care of your own health, safety and welfare and that of any other person who may be affected by your actions or omissions whilst at work.  You are also required to co-operate with the College to enable it to fulfil its legal obligations.  Appropriate information, instruction, training and supervision will be provided to enable you to perform your duties in a manner that is deemed safe and without risk to health
· To comply with all aspects of the Data Protection Act
· To adhere to the College’s Computer Network Acceptable Use Policy
· To undertake risk assessments for any new activity and to ensure risk assessment checks are carried out for any ongoing activity
· To carry out any other reasonable duties within the overall function, commensurate with the grading and level of responsibility of the job.


	Competencies
Essential

· Customer Service

· Organisational skills
· Team Leadership
· Time management
· Keyboard skills
· Professional telephone manner
· Administrative
· Telephone use
· Interpersonal Skills
Desirable

· Attention to Detail
· Problem ownership
· Problem definition skills
· Patience

· Written Communication skills


	Knowledge

Essentials
· Windows Win 10 11
· Office 2016/365
· Outlook
· Helpdesk software
Desirables
· Use of databases
· Excel Spread sheet knowledge
· Basic Fault finding/diagnosis
· Working in an IT environment
· Working in an educational establishment


	Qualifications

Essentials

· Level 2 English
· Level 2 Maths
Desirables

· Driving licence or ability to travel between sites


NAME:……………………………………………………..

SIGNED:…………………………………………………..

DATE:…………………………………………………….


