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BUSINESS AND RESOURCES
PERSON SPECIFICATION

POST TITLE:

Service Desk Officer

GRADE:


Band 4 – 5 (Career Grade)

	

	ESSENTIAL


	DESIRABLE
	METHOD OF ASSESSMENT



	Educational Attainment


	
	· A degree in an ICT subject

· One or more Microsoft qualification e.g. MCP

· A recognised customer services qualification e.g. ICS

· ITIL 3 foundation in Service Management (or higher)

	· Application form

· Certificates



	Work Experience


	· Relevant experience in a customer service/service delivery role 

	· Relevant work experience in an ICT service desk role
· Experience of working within ICT Service Delivery 
· Experience of IT Service Management (ITSM)
· Experience using IT Service Management solutions and tools

· Self service IT solutions
· Experience of using Windows remote control tools

	· Application form

· Interview

· References

· Work Based Scenario



	Knowledge/

Skills/

Aptitudes


	· Excellent knowledge of Microsoft Windows and Microsoft Office products
· Excellent verbal and written communication skills
· Excellent telephone manner
· Good diagnostic capabilities
· Problem solving skills
· Good organisational skills
· Good keyboard skills and able to update systems accurately
· Basic understanding of PC and client device hardware

	· Knowledge of Microsoft Active Directory Services
· Knowledge of CITRIX thin-client technologies
· Knowledge of Office 2010/2016/Office365
· Knowledge of Microsoft Exchange 2010/2016
· Knowledge of Windows 7/ Windows 8.1/Windows 10 Operating Systems

	· Interview
· References

· Work Based Scenario



	Disposition


	· Able to quickly learn new technologies and solutions
· Able to work effectively both individually and as part of a team

· Able to work accurately under pressure and respond to fast changing situations
· Customer and solution-focused  and committed to 
      developing the right and  
      best outcome
· Professional, patient and able to communicate clearly with non-technical users
· Committed to personal development and willing to learn new skills/
technologies
· Flexible approach to work and adaptable to change
· Committed to the principles of equality and diversity

	
	· Interview
· References



	Circumstances


	· Willing to work outside normal office hours when required 

· Baseline security clearance


	
	· Interview

· Basic check
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