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Job Description
	Job Specifics

	Job Title:
	IT Service Desk Engineer

	Reports to:
	IT Service Desk Team Leader

	Location:
	

	Department:
	IT



	[bookmark: _Hlk216082798]About the Role

	What you’ll be doing?
	You will provide 1st line support to internal and external customers. Being the first point of contact, you will to take responsibility for faults and work requests, and proactively seek resolutions for customers while keeping them informed of progress

	Key Responsibilities
	Adopt ITIL best practice, to handle incoming incidents or requests to the Service Desk via: telephone, chat, email or end-user portal to ensure courteous, timely and effective resolution of end user issues
Escalate incidents where required to 2nd and 3rd line teams.
Display excellent customer service and maintain outstanding customer satisfaction levels
Record end user identification information
Record incident details with a high level of accuracy
Carry out initial analysis on incidents and requests to assess appropriate next steps
Prioritise, schedule and escalate incidents as and when required

	KPIs and SLAs
	Maintain over 95% of tickets resolved within SLA.
Daily target of 30 resolved tickets.

	Key Working Relationships
	All QA staff and external customers



	About You

	Your Competencies
1: Working Level 
2: Advanced Level
3: Expert Level

	Core
Results Driven – 1
Taking Ownership – 1
Collaboration – 1
Continuous Learning – 1
Role Specific
Analytical Thinking – 1 
Customer Focus – 1

	Your Experience
	1 year IT Service Desk experience required – specifically supporting users remotely
Supporting Microsoft operating systems, Microsoft office applications, computer hardware, printers and bespoke applications.

	Your Knowledge
	A good understanding of using ITSM (ticketing) tools along with working with SLA/KPI targets.
Deep knowledge of Microsoft-based operating systems with emphasis on Windows 8/10 and Office 2016.
Solid understanding and experience of Active Directory and supporting bespoke applications.

	Your Qualifications
	ITIL or a MCP certification (Not essential)
Good GCSE’s – A to C

	What you’ll bring to QA
	Passionate for customer service and IT
Eagerness to learn
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