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Job description template and Person Specification

Service Desk Assistant


	Department 
	Finance

	Service 
	IMT – Infrastructure Services

	Grade
	Scale E

	Reports to
	Service Management Lead

	Responsible for 
	N/A

	Job reference
	9897



	Job Purpose 

	
To provide an efficient and effective IT incident recording and routing service for IMT customers in accordance with the appropriate Service Level Agreements (SLAs).

	Context 

	
The Service Desk is the first point of contact for any IMT customer requiring assistance (e.g. to report a fault with IT equipment) or other information (e.g. how do I raise a system request for change?).  Customers work in a range of business areas and have a varying degree of IT literacy. Customers include NCC Members, Chief Officers and users from partner organisations. Post reports to the Service Management Lead who is responsible for the operational effectiveness of the Service Desk Assistant team.
Incidents may be raised by email, telephone or via a Service Management system. Incidents may be routed to IMT colleagues, other NCC colleagues or external third party suppliers for resolution.




	Accountabilities 

	
To resolve incidents at first line where possible within the set criteria, recording ICT incidents on the appropriate Service Management system accurately, efficiently and in accordance with appropriate data entry standards.


	To record ICT incidents on the appropriate Service Management system accurately, efficiently and in accordance with appropriate data entry standards to ensure that colleagues to whom incidents are routed have the information required to progress through to resolution.

	To route ICT incidents to the correct support channel to facilitate efficient and timely resolution for IMT customers.


	To deal with all ICT incidents in accordance with ICT Shared Services’ processes and the relevant NCC ICT standards and other policies to ensure that incidents are dealt with in a standard, efficient and secure manner.


	To meet all appropriate IMT SLAs and Operational Level Agreements to ensure that customers obtain the correct level of service and colleagues have timely, accurate and complete information to enable them to resolve ICT incidents as required.


	To contribute to the continuous review of Service Desk operational processes and to recommend appropriate changes required to ensure that the service continues to improve.





	Person Specification


	Qualifications:

	Essential
	Desirable

	Educated to GCSE level or equivalent


	ITIL Foundation Certificate

	Knowledge/Experience:

	Essential 
	Desirable 

	Demonstrable experience of delivering a Service Desk Assistant role in a busy ICT environment
Demonstrable experience of using a Service Management system in an ICT environment


	Demonstrable experience of delivering a Service Desk Assistant role in an ICT environment to a broad range of customers


	Skills:

	Essential
	Desirable

	Ability to enter information into a Service Management system effectively and accurately and in a timely manner

Ability to understand and adhere to incident recording and routing processes, knowing when to escalate an incident to Line Manager

Ability to obtain the appropriate information from the customer over the telephone effectively and accurately and in a timely manner whilst remaining polite throughout

Ability to assess an incident and route it to the correct destination

Good working knowledge of MS Office suite of applications

Ability to work independently and as part of a wider team

Ability to develop effective working relationships with a range of customers from different services and with ICT colleagues

Evidence of clear, concise and articulate written and oral communication skills, and the ability to convey information in an understandable manner

Ability to work under pressure

	




	The Council’s values 
· Accountable – We are honest and accountable.
· Inclusive – We champion inclusivity and equity.
· Ambitious - We want a better future for Norfolk.
· Trusted – We build and maintain trust.



	Other Job Information 

	
Role involves high level of customer contact as the IMT Service Desk is the primary point of contact for users for all incidents, service requests and user communication. 

Post will be required to cover agreed Service Desk operating hours and pre-arranged out of hours support.




	
General Information
· The job description details the main outcomes of the job and will be updated if these outcomes change.

· All work performed/duties undertaken must be carried out in accordance with relevant County Council and Departmental policies and procedures, within legislation, and with regards to the needs of our customers and the diverse community we serve. 

· Job holders will be expected to understand what is meant by safeguarding vulnerable groups (children, young people and adults) and how to raise concerns.

· Job holders will be expected to be flexible in their duties and carry out any other duties commensurate with the grade and falling within the general scope of the job, as requested by management.
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