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Job family | Administrative, Professional

Job title Senior Service Desk Analyst and level and Managerial Level 3

School/ Digital and Technology

Department | Services (OTS) Location King’s Meadow Campus

Purpose of role

This post forms part of the IT Service Desk Team which provides a central point of contact for all
users within the University community (including applicants, students, staff and tenants) and is
responsible for IT related Incident Management and Request Fulfilment. Customer demand is
received via telephone and the self-service portal. In addition, the team plays a key role in
information gathering and dissemination during major service disruptions.

The IT Service Desk is the face of Digital and Technology Services (DTS) and plays a vital role in
establishing and maintaining its excellent reputation for customer service. It ensures that DTS
responds effectively and efficiently when interacting with users.

The team owns every request for help until it is resolved and resolves as many issues as it can
directly, but also draws in expertise from other support teams as necessary. It is thus empowered
to set priorities and drive the rest of DTS to achieve a successful outcome for every user.

The team focuses on continual service improvement. A key challenge is to increase the
percentage of calls fixed at first contact with DTS by enabling the IT Service Desk to take on an
increasing range of activities from 2" and 3" line support teams.

The team is expert on:

Use of the IT Service Management software (currently lvanti Service Manager)
What matters to users

IT account lifecycle management

The variety and patterns of demands that users bring to DTS

Identifying issues that cause repeated calls

Knowing what expertise is available in other teams and how engage with them

The team has a broad understanding of all IT services and the standard requests that users may
make. All members in the IT Service Desk are experts in particular areas and this knowledge is
shared within the team.

Working as a member of the IT Service Desk Team, you are a technically proficient and keen
individual who thrives in a busy and fast paced environment. You are a team player, a fast learner
and have the best interests of the customer at heart.
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Main responsibilities
(Primary accountabilities and responsibilities expected to fulfil the role)

% time
per
year

Deliver quality customer focused technical support
Providing timely and quality support for all IT related issues and queries submitted
by the university community via telephone and self-service, including:

e Advice and support relating to:
o University supported software
The University’s business systems and applications
The University’s e-mail/messaging systems
Stages of online registration and account management
Microsoft Office products (including Office365)
Microsoft and Apple operating systems
o Connecitivity to the University’s wired and wireless networks
e Assisting with remote software installation and configuration
o Liaising with customers/users relating to issues or requests raised
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Also included is assessing how advice should be provided by taking into account
the nature of the problem and the experience and skills of the customer/user.

70%

Data collection and communication

Assisting all members of the university community in the event of a major service
disruption and in accordance with the DTS Incident and Problem Management
procedures, including:

Ensuring that the correct members of staff/Teams are informed

Gathering information related to the incident

Collating a list of users experiencing the problems and related symptoms
Monitoring progress of actions taken to resolve the issue (including timescales)
Informing users of progress and when the incident has been resolved

5%

Cross-team support
Whilst maintaining call ticket ownership, liaising with 2"¢ and 3™ line support teams
regarding issues that cannot be resolved by the IT Service Desk, including:

e Deciding when to involve other support teams

e Assisting with problem solving and information gathering
e Monitoring and recording solutions for future reference

e Liaising with users on progress of the request or incident

5%

Quality data logging

Recording all IT Service Desk calls using the appropriate service management
software, and in accordance with minimum data sets and quality standards,
including:

Identifying the symptoms

Profiling the call

Accurately recording the information and updating it as appropriate
Following up on ‘open’ calls

Assessing when a call can be classified as ‘resolved’

10%

Knowledge and documentation

5%




Documenting solutions to most frequently raised issues for inclusion in a preferred
knowledgebase and/or circulation amongst DTS staff, including:

Ensuring that information is correct, easily understandable and kept up to date
o Ensure currency of knowledge and skills by tracking relevant developments
through meetings, reading documentation and contact with colleagues
e Acting as Subject Matter Expert for a particular area/application and advising
other members of IT Service Desk staff in the use of these applications

Other duties

In support of ongoing and wider DTS service delivery programmes, provide expert
advice and guidance, and represent the work of the IT Service Desk to Project and
service support teams, including:

Participate in Customer Service improvement plans

e Participate in University projects, advise on operational impact of initiatives and
provide expert guidance from a Service Desk and customer perspective

e Supporting the operations of the Smart Bar service ensuring consistent and
quality messaging

e Providing supervision to seasonal (or project-related) Service Desk temps

¢ Any other duties appropriate to the grade and role of the person appointed

5%




Person specification

Essential

Desirable

e Extensive troubleshooting skills in:
o Microsoft Office products
o Windows operating systems
o Email/messaging systems
o Internet access/configuration

e Ability to work in a team, to deadlines and
under pressure. Work effectively with
minimal support

e Excellent analysis and problem-solving
skills

e Knowledge of Linux and
Apple based desktop
solutions

e Knowledge of smartphone
operating systems and
configurations

Skills
e Strong ability to communicate and explain
complex issues in clear, concise,
persuasive language both verbally and in
writing
e Excellent ability to work individually and
collaborate on complex problem solving
challenges
e Customer Service skills
e Substantial experience of supporting the o Working knowledge of:
following products whilst in a technical role: o Azure AD/Office 365
o Microsoft Office products (inc. Teams) environment
o Other PC based applications o Network monitoring tools
o E-mail/messaging systems o Mobile operating
o Virus/Malware detecting software systems
o Mixed platform environment o PC hardware knowledge
o Oracle Fusion
e Proven track record in an IT Service Desk
or Helpdesk environment, or similar 1stline | ¢ Formal practical training in a
Knowledge technical support role relevant discipline involving
fault diagnosis
and . . I
. e Experience of working within a team
experience

environment

o Experience of working within a customer
service environment

o Experience of using IT Service
Management tools and applications

e Experience of using IT administration
solutions

e Experience of working within
the HE context and
environment

e Experience of working in an
ITIL environment




Qualifications,
certification
and training
(relevant to
role)

Educated to HND or degree level, or with
equivalent relevant experience

Knowledge of the principles of ITIL or have
worked in an environment where ITIL has
been adopted

ITIL certification

SDI training/certification
Customer Service
certification

Additional certification or
other recognised dedicated
assessment in a relevant
field

The University of Nottingham is focused on embedding equality, diversity and
inclusion in all that we do. As part of this, we welcome a diverse population to
join our work force and therefore encourage applicants from all communities,
particularly those with protected characteristics under the Equality Act 2010.




Expectations and behaviours

The University has developed a clear set of core expectations and behaviours that our people
should be demonstrating in their work, and as ambassadors of the University’s strategy, vision and
values. The following are essential to the role:

Valuing people

Taking ownership

Forward thinking

Professional pride

Always inclusive

Is always equitable and fair and works with integrity. Proactively looks for
ways to develop the team and is comfortable providing clarity by
explaining the rationale behind decisions.

Is highly self-aware, looking for ways to improve, both taking on board
and offering constructive feedback. Inspires others to take accountability
for their own areas.

Driven to question the status quo and explore new ideas, supporting the
team to “lead the way” in terms of know-how and learning.

Sets the bar high with quality systems and control measures in place.
Demands high standards of others identifying and addressing any gaps
to enhance the overall performance.

Ensures accessibility to the wider community, actively encouraging
inclusion and seeking to involve others. Ensures others always consider
the wider context when sharing information making full use of networks
and connections.

Key relationships with others

Line manager

IT Service
Desk
Operational
Manager

Senior

Role holder Service Desk

Analyst

Key stakeholder UoN Support
relationships Teams




