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	Job Title:
	Service Desk Analyst

	
	Service Area:
	Environmental Services and Port Health 

	
	Team:
	Port Health -> ICT 

	
	Salary:
	Bands 3 to 5 career grade (scp 7 – scp 23)



Job Description

General 

Suffolk Coastal Port Health Authority (SCPHA) has a dedicated ICT team providing all ICT services and support to SCPHA staff and operations based in the Port of Felixstowe as well as supporting external customers of SCPHA’s applications throughout the UK.

This post provides the opportunity for the postholder to start at any point within the grading as their skills, experience and qualifications allow. However, any transition between levels once appointed will be based upon both individuals attaining the next level of competencies and the current business need. 
Main Purpose of Job
To provide excellent customer service as the first point of contact for all Suffolk Coastal Port Health Authority (SCPHA) customers in relation to all ICT related incidents and service requests.  You will always act as a customer advocate, delivering customer service, advice, and technical support via several engagement routes by following, developing, and maintaining technical instructions and documentation as required.  

You will be a positive contributor to the IT services team by having a passion for ICT with an inquisitive nature alongside a proactive and planned approach to ensure the ICT infrastructure enables SCPHA and its customers to work to optimum effect. 

As a member of a wider team, the post holder will be required to provide support and assistance to other members of the service desk and the wider ICT team.

As the role develops; The postholder will be expected assist or lead in the resolution of more complex tasks requiring additional skills, qualifications, and experience.  This may include designing and implementation of identified solutions; Developing and maintaining procedures, guides, and other operational documentation; Dealing with customer queries/complaints; and skills/experience in other complex technical IT technologies and processes.


Our Values
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	TEAMWORKING – Working effectively with other team/ partners / Customers to deliver services.
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	PROFESSIONAL - Contributing to the development of the organisation by understanding, influencing, and communicating the corporate priorities.
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	EQUALITY - Ensuring everyone has the right capability and the freedom to apply and develop their knowledge and skills.
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	TRUST - Continuously striving to build better relationships. 
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	RESPECT - Providing quality services to our customers that respond to different cultural, environmental, and social needs.




Key Responsibilities:
1. Provide IT advice, guidance, and technical support to all customers (via various engagement channels) which includes telephony, printing solutions, hardware, user devices and desktop applications, software/business applications etc using remote management tools where appropriate so that incidents are resolved within agreed service level standards.
2. Ensure all incidents and service requests are accurately recorded and actioned, maintaining contact with customers throughout the process. 
3. Maintain service desk records, asset registers and knowledge base, ensuring all data is recorded accurately following data recording requirements and up to date.
4. Act as customer advocate, taking ownership and appropriate action regarding the enquiry, including investigation and prioritisation through to resolution, or where necessary passing to appropriate colleagues in other teams.
5. As skills dictate, investigate incidents, and assist in the implementation of identified solutions e.g., installing/updating hardware/software to meet customer requirements as instructed.
6. Roll out of desktop ICT equipment including laptops, desktops, mobile devices, printing, telephony and other hardware which will include user training across all elements as appropriate.
7. Ensure the secure and compliant disposal of any ‘end of life’ or redundant ICT equipment or licences.
8. Undertake office moves & changes, implement local configuration updates & changes liaising with other teams & suppliers as appropriate to co-ordinate activities. Liaise with project and business leads to co-ordinate works and ensure all changes are effectively managed and controlled.
9. Resolve customer problems/issues as assigned, only seeking advice from supervisors and specialists as required.
10. Carry out routine system administration tasks (e.g., network accounts, backup monitoring, system health) and other works as directed to support delivery of operational services, changes, and projects. 
11. Assist with distribution and installation of standard computer equipment. 
12. Ensure compliance with all necessary procedures so that the security, confidentiality and availability of data and systems are maintained.
13. Undertake any other duties commensurate with the role and in line with the requirement of this post.
14. To always promote and adhere to the workplace values of our organisation.

As the role develops, the Post Holder will also be required to:

1. Support the analysis and production of routine and ad-hoc performance reports, customer surveys and identification of service improvement areas.  
2. Provide support and assistance to other members of the Service Desk and Support Services area, potentially at a supervisory level.
3. Lead in answering varied and sometimes difficult queries, providing advice and solutions.
4. Lead in the further investigation/analysis of customer enquiries and requirements to contribute to customer resolution and prioritise requests and actions. 
5. Lead in the investigation of trends, designing and implementing known error workarounds.
6. Lead in Problem and Change management activities as required.
7. Provide an effective interface between users and 3rd party service providers.
8. Undertake monitoring of customer activity to report issues/trends to supervisor/manager.
9. Ensure compliance to appropriate legislation e.g., data security, data protection and Freedom of Information.
10. Develop, review, and maintain processes, procedures, and customer guides.
11. Ensure that work allocated to the team and self meets deadlines and is of a high standard.
12. Contribute towards continual service improvement initiatives.
13. Contribute towards the monitoring and alerting of network and system performance and availability to appropriate colleagues in other teams via the service desk.
14. Depending on business need, the postholder may also be required to undertake financial functions, which includes the raising of Purchase Orders, and coding invoices in line with corporate procurement guidelines, and liaising with external suppliers as necessary.


CAREER GRADE & PROGRESSION FRAMEWORK
SERVICE DESK ANALYST – Bands 3 to 5


This career grade / progression pathway applies to the appointed Service Desk Analyst.  Individuals may be appointed within the range SCP 7 – SCP 23 depending on qualifications, experience, and competency - this framework sets out the key qualifications and competencies required at each level/grade.

Annual incremental progression will take place each April through the current grade until reaching the relevant bar/top of current grade, subject to the minimum levels of competence being achieved as set out in this framework. 

Progression within the grade may be accelerated or halted dependent upon the achievement of the identified levels of competence, set out within this framework and as specified by the individual’s line manager.  Further progression to the next grade will be dependent on performance and the achievement of the appropriate progression criteria and will be at the discretion of Port Health Management considering all performance factors and the needs of the service at that time.  An individual’s experience and achievement will be assessed as part of the annual review process in terms of reviewing progress made in the previous year and setting targets for the following year.  If performance is not considered to be satisfactory, Port Health Management may withhold progression.

The individual will commence employment at any point within the grading bands, according to their current qualifications, experience, skills, and the current operational need.




Line Manager: 	ICT Manager – Port Health
Political Restriction: 
This post is not politically restricted.

Note:	This is a description of the job as it is constituted in November 2022 but, as the organisation develops, it may be necessary to vary the duties and responsibilities from time to time.  It is the practice of the Council to periodically review Job Descriptions to ensure that they relate to the job as being performed or to incorporate whatever changes may be necessary.  It is the Council’s aim to reach agreement to such reasonable changes with the postholder but if agreement is not possible the Council reserves the right to insist on changes to the Job Description after consultation with the postholder.

Person Specification
	
	Essential

	Knowledge and Experience
	GRADE 3:
· At least two years’ experience working within an ICT helpdesk environment.
· Experience in dealing with difficult or challenging customers and being able to demonstrate positive outcomes.
· Satisfactory level of literacy and numeracy.
· Experience of installing and maintaining PC hardware and software.
· Experience of Microsoft operating systems and Office packages.
· Strong interest in use of new technology and its application.
· Good business, customer engagement and technical experience gained within a service desk environment or a similar Customer Service role.
· Knowledge of operational ICT platforms and applications including Microsoft, Android, and Apple.
· Use of ITSM (service management systems).
· Experience of setting up mailboxes and managing users within an Active Directory environment and routine maintenance tasks.

GRADE 4, as above plus:

· Solutions based, ability to find workarounds, record known errors and manage complex situations.
· Experience in leading in the investigation of trends, designing, and implementing known error workarounds.
· Experience of end user provisioning:  e.g., building/delivering ICT desktop solution – e.g., printers, laptops, tablets, phones etc.
· Understanding of ITIL operating model and experience of practical use.
· Experience of working within ICT Desktop environment.

GRADE 5, as above plus:

· Ability to demonstrate advanced knowledge and experience of working within an ICT Service Desk environment.  This will include the knowledge of ICT standards and having the ability to apply this knowledge to everyday practices.
· Proven track record in operational delivery of ICT services.
· Understanding and experience of advanced ICT technology areas such as Cyber Security, Networking, Office 365, Azure, Exchange, Firewalls
· Experience of provision of standard ICT desktop equipment
· Experience of provide some assistant for business applications.
· Advanced use of appropriate tools and applications to support SCPHA and its customers.
· Knowledge of back systems such as Microsoft Deployment Services, InTune, AutoPilot, SQL, Apple Business Manager.
· Project Management experience.
· Supervisory experience in supporting the running of an IT helpdesk or equivalent
· Experience in playing a key role in general system maintenance tasks of one or more systems (e.g., creating and maintaining users/permissions, system configurations following similar repeating patterns, resolving some data issues that could require the use of SQL tools).


	Skills and Abilities:

	GRADE 3
· Excellent & effective communication skills.
· Use of standard ICT desktop computing, mobile devices, and office productivity tools.
· Accuracy and attention to detail.
· Ability to cope with constant interruptions and remain calm when dealing with potentially emotional, difficult, or distressed people.
· Ability to follow instructions and maintain a high level of accuracy especially for frequently repeatable tasks.
· Ability to problem solve and diagnose, making decisions on escalation to 2nd line support.
· Be well motivated and reliable.
· Strong interest in use of new technology and its application Excellent and effective communication skills
· Accuracy and attention to detail 
· Excellent knowledge in the use of standard ICT desktop computing, thin clients, mobile devices, and office productivity tools
· Positive ‘can do’ approach to all aspects of work with the drive to seek out and make suggestions on new technology. 
· Ability to work on own initiative and as part of a team.
· Logical thinker, with the ability to problem solve.
· Ability to work productively, coping with constant interruptions.
· Ability to take ownership of daily tasks, monitoring work as required to ensure completion/resolution.
· Ability to write user guides, and instructions and share them with other colleagues within the team.

GRADE 4, as above plus:

· Proficient in the use of standard ICT desktop computing, thin clients, mobile devices, and office productivity tools
· Ability to provide training, support, and assistance to other members of the Service Desk and Support Services area
· Ability to relay technical knowledge to non-technical people.
· Be constantly alert to a potentially changing situation – e.g., system availability.

GRADE 5, as above plus:

· Ability to take to lead in resolving complex problems to ensure root cause analysis.
· Able to work to performance standards, e.g., KPIs, SLAs.
· Contribute towards continual improvement ethos that is constantly looking at better, more efficient ways to do things.
· Highly developed analytical skills.
· Supervisory Skills.

	Education and Training:
	Brand 3
· 4 GCSEs at grade C and above or equivalent (NVQ2) including English and Maths or equivalent experience or other qualification/certification in computing related area.
· Computer literate.

Band 4, as above plus:

· Formal advanced educational qualifications (A level/NVQ3) with at least two years’ experience of ICT desktop support.
· Evidence of ICT training – either formally or through on the job experience.


Band 5, as above plus:

· Level 4 qualification in computing related area.
· ITIL qualification.
· Formal recognition/ certification of ICT training programme with one or more ICT technology area (e.g., Microsoft 365 certification, ITIL)
· Extensive demonstratable experience working in an ICT support role.


	Other Requirements
	· The post involves working a shift pattern over the opening hours of the Port Health facility 0630-2200 hours Monday to Friday with some weekend working.  
· Flexibility to work across all BCPs where SCPHA has responsibilities or contractual obligations – including Felixstowe, Harwich, Ipswich.
· A willingness to learn, get involved, work outside of specialist area, and fully contribute to a small dynamic ICT team.
· A commitment to own development and to supporting training and development initiatives.
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