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BUSINESS AND RESOURCES 
JOB DESCRIPTION

POST TITLE:

Service Desk Officer
GRADE:


Band 4 – 5 (Career Grade)
RESPONSIBLE TO:
First Line Support Analyst
Overall Objectives of the Post:

To work on the D&ICT Service Desk and provide effective and responsive First Line Support to ICT users within South Tyneside Council and South Tyneside Homes.

Key Tasks of the Post:

1. You will provide professional, effective and responsive first line technical support, advice and guidance to ICT users.  You will:
· Work on the D&ICT Service Desk and respond to incoming phone calls and requests/queries logged via self-service, email etc. 
· Assess and resolve a broad range of First Line Support queries, this will include First Line Support for a range of solutions within M365.  
· Escalate queries that cannot be resolved by First Line Support to the appropriate Second Line Support Team within the D&ICT Service or external support providers.
· Create and update ICT user accounts.
· Process requests for new user devices (e.g. laptops, mobiles) and consumables and ensure these are issued with the correct policies/documentation.  You will provide guidance on the use of the new devices. 
· Configure mobile phones.
· Maintain internal systems with information about calls received, resolved and escalated.
· Maintain hardware and software asset inventory systems.
· Contribute to the development and maintenance of the First Line knowledge base and other information sources and help identify opportunities to improve service delivery.
· Contribute to other D&ICT projects and work as required.
2. You will assist with the implementation of new support models including self-service and the implementation of a new Service Desk solution.  You will:

· Contribute to projects to help redesign and improve First Line processes and services including the introduction of self-service.

· Contribute to the procurement and implementation of a new service desk solution.

· Support user adoption activities.
3. You will ensure all data and information is managed securely and in line with all internal and external requirements.  You will:
· Ensure that data privacy and information security are the primary considerations in the implementation, support and use of all D&ICT solutions.
· nsure that there is full compliance with the General Data Protection Regulations (GDPR), all other relevant legislation and compliance standards, and internal policies and procedures
All employees have a responsibility to undertake training and development as required.  They also have a responsibility to assist, where appropriate and necessary, with the training and development of fellow employees.

All employees have a responsibility of care for their own and others’ health and safety.

The above list is not exhaustive and other duties may be attached to the post from time to time.  Variation may also occur to the duties and responsibilities without changing the general character of the post.
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