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DDaT Service Desk Officer: Grade E

Job Description
	Role Title
	DDaT Service Desk Officer
	Reporting to
	DDaT Cyber Security & Service Desk Manager

	Location
	Training & Administration Hub
	Role/Grade
	Grade E





Purpose of the Post

To contribute towards the delivery of a range of Digital, Data & Technology (DDaT) facilities, services and solutions which are innovative, efficient and resilient, and aligned with the business objectives of the organisation.  

To act as a trusted advisor on the DDaT Service Desk.  The postholder will ensure effective first and second-line DDaT support to colleagues within the organisation and assist Cleveland Fire Brigade to achieve its objectives and deliver value for money for the communities of Teesside.    


Values and Behaviours

The Authority’s ‘PRIDE’ values are underpinned with a set of expected behaviours for everyone that works for and governs Cleveland Fire Brigade. These behaviours link to leadership and relate to the impact you have on others, outstanding leadership, service delivery and organisational effectiveness.  They are split into four levels which can broadly be matched to roles. These levels are designed to be cumulative so those working in management roles should also demonstrate the preceding level(s) of behaviour.  


Uniform

The person appointed to this post is required to wear a uniform and will be provided with the ‘Blue Work Wear Uniform’ as set out in the Brigade’s Dress and Appearance Policy.

Key Duties and Responsibilities

1. Act as an ambassador for Cleveland Fire Brigade, promoting its vision, priorities, and values when engaging with partners, communities, and staff.

2. Champion continuous improvement, efficiency, and innovation to achieve high-quality outcomes and improved value for money.

3. Ensure compliance with data protection requirements, maintaining the highest standards of conduct and ethics.

4. Under the direction of the Cyber Security & Service Desk Manager, contribute to delivery of day-to-day DDaT services, including: 

· First and second-line DDaT Service Desk support 

· Provision, installation, maintenance and support of all end-user equipment

· Information systems maintenance and administration

· Information compliance, assurance and security

· Business Continuity of DDaT systems


5. As required on an occasional basis, assist the DDaT Infrastructure team with support of networking, mobilising and operational systems, including: 

· Wide Area, Local Area and Mobile voice and data communication networks

· Server, infrastructure and cyber security systems

· Fire Control mobilising systems (including station-end and alerting)

· Incident Command and Fire Appliance technology systems 


6. Keep current with the latest industry trends and developments.






This document is produced as a guide to the general nature of the post and the list of duties is neither exhaustive nor exclusive.


Person Specification
	Category
	Criteria
	Measure

	Qualifications
Competences
	· Relevant professional/vocational qualifications (D)
· Member of a relevant professional body (D)

	
AF/C
AF

	Experience 
	· Innovative use of technology to improve organisational efficiency and effectiveness (E)
· Delivering a range of DDaT front-line services (D)
· Supporting Microsoft Windows and Office products on a range of end-user devices (D)
· Maintaining accurate inventories of equipment and information (D)
· Administration of business-critical DDaT systems (D)
· Evidence of supporting DDaT Business Continuity (D)
· Evidence of supervising DDaT projects (D)

	
AF/I

AF/I
AF/I

AF/I
AF/I
AF/I
AF/I

	Skills, Knowledge and Aptitudes
	· Forward thinking, innovative (E)
· Good interpersonal skills (E)
· Effective communication, negotiation, diplomacy, influencing and advocacy skills demonstrating the ability to communicate clearly and effectively in interpersonal relations both orally and in writing (E)
· Ability to understand differing team cultures and promote a positive work environment by upholding the organisational core values, championing equality, diversity and inclusion and employee health, safety and wellbeing (E)
· Well-developed analytical skills with a proactive approach to problem identification and solving issues (E)
· Ability to train end users in basic issue resolution (E)
· Strong commitment to learning and development to improve personal, team and organisational effectiveness (E)
· A high degree of personal integrity (E)
· Enthusiastic (E)
· Prepared to work flexibly (E)

	AF/I
AF/I
AF


AF/I



AF/I

AF/I
AF/I

I
AF/I
I

	Other
	· Ability to meet the Service’s medical requirements ( E)
· Full current driving licence or access to a means of mobility support (E)

	Medical
AF/C
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E = Essential
D = Desirable
AF = Application Form
AC = Assessment Centre
I = Interview
R = References
C = Certificate
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