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Part 1: JOB DESCRIPTION
JOB TITLE:
 IS Service Desk Analyst
DEPARTMENT:
 Operations
TEAM:                            Information Systems
LOCATION:
Central Office – Ewell 

1. POSITION IN ORGANISATION
· Reports into: IS Service Manager 
· Line Manages: None
· Contacts which the post holder has within and outside the organisation: Samaritans branches, Branch Support Officers, IS and Operations team at Samaritans Central Office, Vodafone, Samaritans Staff


2. MAIN PURPOSE OF JOB
This role will be part of the Service Desk function within the Samaritans IS Team providing:

1st and 2nd line Desktop and Office 365 support to Samaritans Staff located in Ewell and regionally in the 3 nations offices. 

Remote application support and telephony support for volunteers in 201 Branches located nationally across the UK and ROI. 


3. KEY RESPONSIBILITIES
IT Support to Samaritans staff
· Respond to support requests received via telephone, Service Desk tool, face to face and email 
· Resolve support requests at 1st / 2nd line or allocate according to process and procedure
· Desktop Support, including Office 365 suite of applications

· Perform installations as requested

· Support Central Office mobile internal and external telephony system
IT Support to Branches and Volunteers
· Respond to support requests received via telephone, email and Service Desk tool
· Provide remote application support over telephone

· Troubleshoot and triage where fixed telephone line faults escalating to 3rd party support partners where required

· Diagnose local broadband issues, escalating to 3rd party support as required 

· Monitoring 3rd party support requests

· Mobile device support

User Request Management 
· Proactively assist with new starter account requests

· Create new staff accounts in Active Directory and Office 365 

Assist in Service Desk Team Responsibilities 

· Participate in the Out of hours on call rota (additional remuneration provided)  

· Manage and monitor IS loan equipment requests 

· Provide Administration support to the IS Change Approvals Board
· Assist in any IS communications
· Provide support and input to IS related projects

· Contribute to and write up documentation 

General Duties of a Samaritans’ Staff Member 
· Contribute to the effective and efficient running of the Central Office as appropriate.
· Participate, as appropriate, in staff forums and meetings.
· Adhere to Samaritans’ policies and procedures.
· Represent the Central Office appropriately across the organisation and Samaritans to the wider community as appropriate.
· Treat all colleagues, volunteers and members of the public with dignity and work within and adhere to Samaritans’ equal opportunities statement and policies.
· Carry out reasonable requests made that are within the broad remit of the role
Part 2: PERSON SPECIFICATION

4. SKILLS, KNOWLEDGE AND EXPERIENCE
Essential
· Experience of 1st Line Support in a Service Desk Environment

· 2nd line Desktop Support
· Application Support  
· Excellent customer service skills 

· Excellent telephone manner 
· Working within agreed timelines 

· Owning and managing support requests through to resolution

· Experience of supporting Microsoft 365 products

· Working within a team in a demanding environment

· Working knowledge of Service Desk tools
Desirable
· Experience of supporting Volunteers
· Experience of Supporting Chrome0S

5. QUALIFICATIONS


· Educated to degree level or equivalent is preferable but equivalent experience will be considered.
· Applicable IT qualifications would be an advantage ( i.e MCP) 
· Demonstrable work experience relevant to role (I.e. IT Support, Customer service / Telephone support/ Service Desk administration experience) 


6. PERSONAL ATTRIBUTES 
· Enthusiasm for customer service

· Diplomacy
· Emotionally Resilient to sensitive information.
· Empathises with Samaritans’ values.

· Customer-focused. 
· Is willing and able to travel and attend weekend meetings, where required.

Signed by employee:________________________
Date: ​​​​​​​​​​​_______________________
LAST UPDATED:
[date]
This job description is a statement of requirements at the time of writing and is not contractual. It should not be seen as precluding future changes after appointment to this role.

