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	Role Title
	[bookmark: _GoBack]Service Desk Analyst Apprentice

	Business Hub
	ICT

	Pay Range / Scale
	Apprentice Level 3

	Purpose
Works within team reporting to the  ICT Service & Performance Manager as the single first point of contact for customers of ICT Services via telephone, self-service and email
Provides customer processes including, but not limited to: Incident management; request fulfilment; mobile working; access management; specialist knowledge and support

	Generic Accountabilities
	End Results/ Outcomes

	Deliver a specialist service delivery, which engages customers / stakeholders and enables them to make effective use of the service.

	The service is delivered to the quality, organisational and professional standards required 
Customer / stakeholder expectations are managed in relation to what can be delivered.
The service meets organisational requirements and reflects customer / stakeholder requirements / needs, within organisational constraints

	Maintain all required records and information. Analyse and interpret complex information, for input into reports.
	Procedures are adhered to and all information is correctly recorded and processed.
Accurate, complete and relevant information / records / reports are provided for internal and/or external use. 

	Develop specialist documents / materials / activities to support / promote the service area.
	All materials / activities are delivered to the required standards and timescales.
Communications are clear, well planned and effectively targeted.

	Provide advice and guidance to colleagues, customers and stakeholders. Manage escalated or complex customer issues within the specialist area.  
	Expert advice, information and support are provided on the full range of issues within the field of expertise.
Queries / complaints are effectively managed.  
Appropriate action is taken to resolve the issue.
Customers are satisfied.

	Maintain information systems which support the specialist area. Contribute to the development of these systems.
	Changes to systems, are identified and recommended.
Systems meet operational requirements.

	Work closely with others to clarify changing customer / organisational requirements.
	Customer requirements are identified and documented.
Improvement opportunities are identified and recommended.

	Develop good working relationships and communicate effectively with internal / external organisations / partners and stakeholders. Represent team internally and / or externally.
	Specialist work area reputation is maintained or enhanced.
Stakeholders are engaged with activity relevant to them.
Positive feedback is received from stakeholders.
Best practice is shared.

	Carry out all duties and responsibilities with reasonable care for the health and safety of self and others and report any potential hazards or unsafe practices to line manager.
	Work is carried out in a way that is safe and without risks to health.

	Act in accordance with all policies and procedures which apply to the job and understand the reasons for this.
	All policies and procedures are complied with.

	Job Specific Accountabilities
	End Results/ Outcomes

	Provides Incident Management

	Follows Incident Management Policy and Process and provides operational service and escalates as necessary
Provides customer focussed first line service desk delivering high first time resolution
Maintains accurate records and actively deals with and manages incidents 
Identifies actual and potential Major Incidents and assists by gathering symptoms, escalating and helping with communications
Provides advice and support for services in the event of system failures, business continuity and disaster recovery situations.

	Provides Request Fulfilment

	Provides advice and guidance to customers on catalogue of available services
Follows Request Fulfilment Policy and Process and provides operational delivery of service
Maintains accurate records and actively manages requests

	Provides administration of Mobile Working
	Provides remote access administration and service for customers to enable them to work effectively and efficiently using the Council’s mobile working options 
Sets ups and configures mobile devices including laptops and smartphones

	Provides Access Management
	Administers and configures user accounts, end user environment and access to core services.
Enables access to supported applications including installation of software

	Performance Management & Service Improvement


	Meets Key Performance Indicators and Service Level Agreements. Prioritises resolution of breaches and escalates appropriately
Makes use of appropriate resources to deliver service, such as service management software, remote management technologies and documentation for team and customers. Helps identify potential improvements. 
Technical and logistical competence to manage customer requirements and escalate to manager for problem management and change management when necessary.
Helps deliver continuous service improvement including assisting with the development and documentation of new processes and services
Actively engages with colleagues in Operations, Technical Design, Digital and Change in provide effective customer service 
Follows operational methods, procedures and facilities and helps to identify issues and reviews them regularly for effectiveness and efficiency.

	Nature of Contacts:

Key contacts are internal and external customers/stakeholders
Will involve direct contact with staff and external partners, sometimes in challenging situations where professional credibility may be needed.
Deal with people at all levels confidently, sensitively and diplomatically.

	Procedural Context

Act within guidelines and standard procedures with discretion to allocate or otherwise organise work to meet service delivery requirements. 
Usually works within laid down procedures but needs to deal with day-today problems without always referring to others.
Decisions will be made based on priorities and Service, Council and legislative policies and procedures 
Responsible for meeting performance standards within a agreed processes, policies and service level agreements.
Occasionally the post will be expected to work from other locations
Reports to  ICT Service & Performance Manager


	Resourcing
None

	Knowledge & Skills
Ability to deal with multiple requirements effectively to deliver best value and maximise outcomes to deadlines
Broad technical knowledge of technology, services and systems which provide ICT services to customers
Able to communicate effectively  with technical and no-technical stakeholders and colleagues at all levels within the organisation and externally
Able to follow processes, work on own initiative and solve problems
Experience
Proven track record of effective team and individual contribution in pressurised customer focussed ICT environment(s)
Proven track record of providing excellent and effective service in ICT customer environments
Experience of working with ITIL processes or their equivalent

	Indicative Qualifications

Numeracy and literacy qualification e.g. good GCSE English and Maths or equivalent.
Relevant professional qualification or equivalent



The above profile is intended to describe the general nature and level of work performed by employees in this role. It is not intended to be a detailed list of all duties and responsibilities which may be required. This role profile will be supplemented and further defined by annual objectives, which will be developed in conjunction with the post holder.  It will be subject to regular review and the Council reserves the right to amend or add to the accountabilities listed.
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