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Part 1: JOB DESCRIPTION
JOB TITLE:
Business Systems Administrator 

DEPARTMENT:
Information Systems
TEAM:                            Business Systems
LOCATION:
Samaritans’ Central Office, Ewell, Surrey

1. POSITION IN ORGANISATION
· Reports into: 
Salesforce CRM Manager 
· Line Manages:   no direct reports
· Contacts within and outside the organisation: works closely with the Business Systems and Service Desk teams; works with volunteers and staff at all levels; liaises with system support partners; works with cross-departmental teams

2. MAIN PURPOSE OF JOB
Undertaking the role of systems administration for Identity and Access Management, collaboration and support tools, and other business systems. Playing an active part in development, implementation and adoption of new systems introduced by the organisation, including the Digital Transformation programme.  Resolving existing system issues and managing small to medium technical developments through a combination of hands-on development and liaison with support partners.


3. KEY RESPONSIBILITIES

Administration and Support of Business Systems

Providing 2nd line administration and support to the Service Desk and the wider Information Systems team for systems including:
· Okta Single-Sign-On and Identity Access Management

· Multiple Salesforce Orgs

· Intranet

· Service Desks

· PostcodeAnywhere

· FormAssembly

· and integration with
· Learning Management System

· Brand Management System

Administration responsibilities

· User setup, profiles and roles, customisation of objects, page layouts, validations, view lists, workflows, automated emails

· Advocating best practice of business systems use and proposing technical solutions to business problems

· Have the ability to undertake technical administration of business systems, implementing process change through configuration across a number of platforms
· Maintain and manage a rolling plan of system and add-on upgrades and licence renewals

· Monitor system use, coordinating clean-up exercises where necessary e.g. storage, licences 

· Manage data uploads and exports for multiple systems, organising data-cleansing and undertaking in-house where possible

· Management of third-party support hours, maintaining sufficient levels for capacity and purchasing of additional hours including creation of purchase orders and Statement of works

· Keep abreast of new system features and functionality, reviewing the opportunities and impacts on the business and providing recommendations

· Develop skills to be able to undertake repetitive development works e.g. creation and modification of systems, reports and dashboards

Support responsibilities:
· Work alongside Service Desk and Support teams, providing second-line system support where possible and managing support partners to resolve more complex issues

· Manage day-to-day relationships with external suppliers and support partners.

· Support the gathering of business requirements 

Technical Project Management Coordination

· Manage and coordinate system upgrades, releases and improvements in coordination with the IT Project Manager, as required.  This will involve working with support partners, developers, and a cross-section of departments and volunteers across the organisation

· Review, manage and document changes to business systems
· Follow project support handover process, preparing training documentation and training end users
· Develop and coordinate User Acceptance Testing (UAT) including preparation of test scripts
· Work with Samaritans staff and volunteers to support the adoption and rollout of new systems and functionality, including the Digital Transformation programme

General duties of an IS team member

· Contribute to the efficient running of the Information Systems team

· Attend Information Systems team meetings

· Provide support and assistance to other members of the Information Systems team as requested by the Head of Information Systems

· Investigate and implement best practice with regards to data processes and improvement

· Keep abreast of technology developments both within and outside of Samaritans’ industry through creating a network of colleagues and attending industry / technology seminars as appropriate to help Samaritans deliver and maintain competitive advantage

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
· At least 1+ years of experience administering Salesforce or another similar CRM system

· Experience in maintaining and writing documentation (both technical and end user)

· Experience if requirements gathering and documentation 

· Experience of liaising with and managing suppliers

· Demonstrable ability and aptitude to learn new systems e.g. CRM, intranet, service desks, sign on/authentication and undertake hands-on development
· Good organisational skills with a proven ability for planning and delivering to deadlines

· An ability to understand and learn how interfaces between systems work

· Excellent written and verbal communication skills 

· Strong customer-service ethos

Desirable
· Knowledge of Atlassian systems including JIRA, Confluence and Crowd or similar service desk, intranet, and authentication systems
· experience in systems administration of user authentication systems, including SSO

· System licencing, maintenance, upgrades and lifecycle management

· Integration of new systems with user authentication to Salesforce and other systems

· Proven ability in understanding and managing the impact of a system rollout/change on an organisation

· Awareness of GDPR; data protection; retention and confidentiality strategies with regard to information systems

· Advocating best practice of business systems use and proposing technical solutions to business problem

· An understanding of databases including structure and architecture

· Experience of training users

· An understanding how to translate business requirements into system changes

· Experience of cross-departmental working

· Project management/coordination skills
· Experience of working with staff and volunteers

5. QUALIFICATIONS


· Educated to degree level or equivalent experience.

6. PERSONAL ATTRIBUTES 
· A keen interest in developing and improving systems

· Self-motivated and able to work with minimal supervision

· Has a passion for problem solving and continuous improvement

· Ability to prioritise workload and manage business expectations

· Good team worker

· Ability to explain issues to technical and non-technical audiences

· Good attention to detail and checks quality of own and other’s work

· Emotionally resilient when working with sensitive subject material
· Empathises with Samaritans’ values and enthusiastic about working with volunteers
· Is willing and able to travel and attend weekend meetings and participate in some out of hours work if required

Signed by employee:________________________
Date: ​​​​​​​​​​​_______________________
LAST UPDATED:
27.02.2019
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.

