


	



OLDHAM COUNCIL

JOB DESCRIPTION


	Job Title: 

	Service Desk Analyst

	Directorate:  
	Customer, Digital and Technology
	Division/Section: 

	ICT

	Grade:  

	4
	JE Reference:
	9998




	Job Purpose


	The role of the Service Desk Analyst is to primarily assist the customer in finding the solution to any IT-based incident or request they have via remote support. The role sits as part of a highly skilled first-line operations team in the Oldham Council ICT department. It is instrumental in connecting all the other ICT departments in delivering excellent customer service and operational support. 

Furthermore, you will have the opportunity to assist in embedding ITIL, incident management and service-related processes, providing best practice service management of the Service Desk through first and second-line support for the broad range of systems and technologies that the Council relies on.


	Key Tasks


	· Remote hardware and software fault diagnosis and fix 
· Support and troubleshoot Microsoft Windows 10, Microsoft Office 365, and any other authorised desktop applications directly or via Microsofts System Centre Configuration Manager (SCCM) and Microsoft InTune.
· Ensuring all incidents and requests are dealt with within agreed SLAs in order to meet the measured KPIs 
· Ensuring users are kept updated on the status of their support/request query through to resolution 
· Create and maintain support documentation, including processes, procedures, user guides and known errors, whilst contributing to a working knowledgebase
· Maintaining an adequate knowledge of operating systems and application software to deliver a high level of support
· Maintaining and consistently demonstrating a general knowledge of company guidelines, processes, practices and procedures
· Participate in team projects that enhance the quality or efficiency of IT services, which will add value to the customers' service through improved efficiency or cost savings
· Monitor identity and access management, including monitoring for abuse of permissions by authorised system users
· Liaises with stakeholders concerning cyber security issues and provides future recommendations
· Works closely with the Cyber Security team and Information Governance team to advise on security policy design and implementation
· Support Cyber Security Manager and Information Management Team in conducting cyber security exercises including, but not limited to, Phishing campaigns.
· Retain a relevant understanding of the overall technical infrastructure: how it is delivered and how it relates to your area of expertise.
· Liaise with, guide, and work collaboratively with members of ICT Service as the need arises, such as incident resolution and advice to the broader business.
· Consult with technical expertise within the ICT service and external to the Council, when necessary
· Develop effective working relationships within the business and ICT
· Liaise with other service areas and external agencies where required 
· Liaise with all areas of ICT Service Management to ensure sufficient ongoing support and maintenance arrangements and resources



	Standard Duties:


	
1.
	
To actively promote the equalities and diversity agenda in the workplace and service delivery.


	2.
	To uphold and implement policies and procedures of the Council, including customer care, data protection, finance, ICT, safeguarding and health & safety policies.


	3.
	To actively engage with the behaviours and values of the Council to promote and support our Co-operative Agenda.


	4.
	To undertake continuous professional development and be aware of new developments, legislation, initiatives, guidelines, policies, and procedures as appropriate to the role. 


	5.
	Undertake any additional duties commensurate with the level of the post.




	[bookmark: _Hlk95121094]Contacts: 
Executive Directors, Senior Officer and other staff across the Council, Elected Members, Strategic Partners, Community and Voluntary Groups, Central Government, NCSC, GMCA, other Councils, NHS services, members of the public and other relevant external organisations and businesses. 




	Relationship to Other Posts in The Department:


	Responsible to:  

	IT Principal First Line Lead

	Responsible for:
	None 



	Special Conditions:  None





	Values and Behaviours:


	By living our Values and Behaviours we will deliver the change we need to meet our Corporate ambitions for Oldham.
Our Values:
Proud
We take pride not only in what we deliver for the residents of Oldham but also in how we deliver it.
Ambitious
We recognise the challenges we face and are committed to setting high aspirations to overcome them, with determination and focus.
Together
· We believe in shared solutions, working across sectors and with our communities to achieve common goals and deliver the quality services Oldham deserves.

	We have five Behaviours which outline the priority areas of focus for staff at all levels:

· Work with a Resident Focus
· Support Local Leaders
· Committed to the Borough
· Take Ownership and Drive Change
· Deliver High Performance 

More information about our Corporate Plan and our Values and Behaviours can be found on our Greater. Jobs pages together with information about the staff benefits we offer.
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	NAME
	POST TITLE

	Prepared
	25/08/2022
	Mark Edgar
	Service Assurance and Compliance Manager

	Reviewed
	
	
	

	Reviewed
	
	
	



OLDHAM COUNCIL


PERSON SPECIFICATION

Job Title:      Service Desk Analyst

	
	
Selection criteria 
(Essential)
	
Selection criteria 
(Desirable)

	
How Assessed

	
Education & Qualifications

	Willingness to work towards a formal qualification applicable to a remote technical support role. 

	CompTIA A+ 
Microsoft Certified Technology Specialist 

	AF, I

	
Experience

	Experience within a customer-facing service role for 1+ years

Experience in working to targets within Service Level Agreements

Analytical and problem-solving skills
	Experience in supporting a desktop environment greater than 500 PCs

Knowledge of ITIL Incident management

Office 365 and Microsoft SharePoint 


	AF, I

	
Skills & Abilities

	Able to provide effective incident and problem resolution

The ability to influence, interact and communicate effectively across all levels of the organisation.

Ability to react to business demands in a timely and professional manner
 
Ability to prioritise, work well under pressure and organise work with attention to detail

Ability to work effectively and efficiently as part of a highly technical team

Strong customer and relationship management

Ability to analyse complex issues where the material is conflicting (and/or drawn from multiple sources) and propose interim/ permanent resolution(s) as appropriate 

Capability to act upon incomplete information, using experience to make inferences and decision making

Able to understand complex technical issues combined with good analytical skills

Levels of access to otherwise personal and sensitive information mean that the postholder must be able to exercise an extremely high level of tact, discretion, and diplomacy



	Previous track record in technical problem-solving in the workplace
 
	AF, I

	
Knowledge

	Knowledge of and up-to-date awareness of possible system vulnerabilities 

Knowledge of ITIL Incident management and request management

Knowledge of call handling techniques

A clear, demonstrable understanding of software and hardware troubleshooting knowledge


	An understanding of varied work delivery methodologies such as Agile, Waterfall or DevOps

Knowledge of SCCM and InTune technologies 




	AF, I

	
Work Circumstances

	Flexible working from home/from the office

Availability to work out of hours as and when required by the business
	
	AF, I



Abbreviations: AF = Application Form; I = Interview; AC = Assessment Centre; T = Test

[bookmark: _Hlk190765446]NB. - Any candidate that meets the criteria of our Guaranteed Assessment Scheme and meets the essential criteria of the role, will be guaranteed the first stage of assessment (whether that is an interview or another assessment, as appropriate).

Our Guaranteed Assessment Scheme supports candidates with disabilities, have previously been in or currently in care, those that are carers, and those who have served in the Armed Forces as a regular, reserve or cadet.




