
 

 

Deputy Chief Executive Office – IT  
 

 

Job Title: Senior Service Desk Analyst 
Reporting to: Service Desk Manager 
Dogs Trust Grade: E 
Location:  London office with hybrid working 

 

Job Purpose 
The Senior Service Desk Analyst is responsible for the day-to-day supervision of the Service Desk team, 
ensuring the flow of tickets is responded to in a timely way and in line with service level agreements and 
internal protocols. They will ensure all tickets are managed using best practices which include making rapid 
diagnosis and provide first time resolution where possible either over the phone, through remote access or 
in person.  
 
They will support the Service Desk Manager to develop and implement best practice ensure the service 
provided is first class, effective and efficient with customer satisfaction at its heart. They will provide 
guidance and support to members of the service desk team to resolve 1st and 2nd line incidents in a timely 
manner and especially as a point of escalation, as well as resolving some 1st and 2nd line incidents of their 
own. Additionally, they will develop and deliver a specialism within the service desk team, such as desktop 
deployment, email and user admin, or infrastructure. 

 

Overview of the Department/Team  
Dogs Trust is the largest dog welfare charity in the UK with a nationwide network of rehoming centres and 
charity shops. Last year, Dogs Trust centres cared for over 9,000 dogs; we never put a healthy dog down.    
   
The IT Infrastructure and support team provide excellent services across all IT systems and equipment to 
ensure the organisation can be successful in achieving its mission and goals. This will be achieved by 
reducing complexity and ensuring an effective and secure infrastructure exists to support the development 
of services and technology.  
 
Travel to rehoming centres and charity shops will be required to provide maintenance, support and 
assistance on technical projects. 

 

Key areas of accountability 
Responsible for providing day-to-day supervision of the service desk analyst team, ensuring the ticket queue 
for 1st and 2nd level incidents is triaged, managed effectively and in line with service level agreements and 
protocols, and that customers receive end-to-end support and assistance, with regular updates on the 
progress of their tickets where necessary. Allocate tasks to Service Desk Analysts to ensure maximum 
effectiveness of the team.  
Provide guidance, support and mentoring to Service Desk Analysts to develop their skills, ensure 
consistency of approach and enable excellent customer service across all transactions.  



Personally manage high-priority incidents and ensure timely resolution within SLA targets. Monitor ticket 
resolution to ensure SLA performance targets are met.  
Take the lead in escalating calls internally and to third party providers and ensure the tickets are resolved.  
Take a proactive lead on one for the following areas – desktop build, user account management and email, 
mobile devices or hardware procurement. This may include undertaking project work, for the benefit of their 
specialism, from time to time. 
Follow incident management and escalation processes to resolve issues as effectively as possible, flagging 
issues to the Service Desk Manager, other internal teams or third-party providers as appropriate.    
Participate in monthly service review meetings, working closely with external providers and internal support 
teams (such as Salesforce Administrators) to resolve complex tickets. 
Provide support and cover for the Service Desk Manager when required. 
Support with the delivery of on-site support, including movement and maintenance of equipment at our 
Rehoming Centres and Charity shops throughout the UK.     
Any other reasonable duties. 

 

Person Specification 
Essential skills, qualifications, experience, and attributes for Shortlisting purposes 
Experience of supervising colleagues, providing guidance support or mentoring and allocating work across a 
small team. 
Proven experience of working on an IT service desk, providing end to end support and assistance on 
Windows o\s, 0365 and software. 
In depth knowledge and experience of at least one of the following areas – desktop build, user account 
management and email, mobile devices, and hardware procurement.  
Experience of undertaking project activities alongside BAU work. 
Experience and ability to follow incident management and escalation processes and of proven experience of 
resolving issues as effectively as possible and in line with service level agreements. 
Occasional travel to rehoming centres and charity stores to provide equipment or throughout the UK will 
be required. 
Escalate calls to third party providers and ensure the tickets are resolved. 
Good communication skills to keep users informed of progress of their enquiries and to escalate issue to 
third party providers.   
Proven experience successfully supporting remote staff. 
Excellent knowledge of Azure and Intune. 
Excellent knowledge of Active Directory and Group Policy. 
Strong experience in Windows OS and 0365. 
Working knowledge of networking, cabling and patching. 
Excellent build knowledge supporting a wide range of hardware: PC’s, printer set-ups, laptops, mobile 
devices (including installations). 
Level of physical capability appropriate to moving and maintaining IT equipment. 
Other requirements assessed at interview and/or through a practical assessment 
Ability to travel to Dogs Trust sites across the UK (Rehoming Centres and Charity Shops) to implement 
upgrades and roll-outs and to provide in-person service if required. (occasional overnight stays may be 
required).  
Commitment to the aims and objectives of Dogs Trust. 
Desirable skills, qualifications, experience, and attributes 
Degree educated or equivalent experience. 
Experience of providing guidance and support to colleagues. 
Ability to work independently and as part of a team. 
Manage your own workload and have good prioritisation skills. 
Able to work flexible hours, shift work and travel in line with business needs. 
Knowledge of Hyper-V. 
Desire to learn and a can-do attitude. 
ITIL up to Level 3 foundation. 
AV experience. 

 



Our values and behaviours 
The culture at Dogs Trust is based on our values and behaviours which underpin everything that we do. 
 
We dream big  
Thinking boldly – We channel our passion and commitment to be open to new ideas and possibilities, and 
to be brave enough to generate and try out new ways of working.  
Embracing change – We have the courage, imagination and flexibility to focus on what really matters and 
adapt as needed to turn our dreams into reality.   
  
We’re on the ball  
Staying curious – We pay attention to what’s going on around us and remain open-minded. We learn from 
others and consider different angles and perspectives.  
Focusing on impact – We are passionate about the difference we make. We use our knowledge and 
experience to plan our work, solve problems effectively and achieve what we set out to do.  
  
We make things happen  
Being proactive – We have a positive, can-do attitude. We actively build strong relationships with others to 
solve problems and create opportunities.  
Working together – We are collaborative and inclusive. We create relationships based on kindness, trust 
and respect to bring out the best in ourselves and others.  

 

Additional information 
Dogs Trust core hours are Monday to Friday, 9am to 5pm. This role involves providing out of hours business 
support (Monday to Friday, 8am to 7pm and Saturday and Sunday, 9am to 5pm). This role will support with 
major software releases, which will take place on evenings and/or weekends, via a rota system.  
Due to the nature of this role, the post holder is expected to work from the London office approx. 3 days per 
week, with the remainder working from home. This role will involve occasional travel to other Dogs Trust 
locations within the UK and Ireland. 
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