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Part 1: JOB DESCRIPTION
JOB TITLE:
IS Service Desk Analyst
DEPARTMENT:
Corporate Services 
TEAM:                            Information Systems
LOCATION:
Hybrid working with regularly office working (approximately one day a week) 

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
· Volunteers at all levels

· Samaritans Staff at all levels
· IS and Operations team at Samaritans Central Office, 3rd party support partners  

2. MAIN PURPOSE OF JOB
This role is be part of the Service Desk function within the Samaritans Information Systems Team providing:
1st and 2nd line IT desktop, application, and telephony support to: 

Samaritans staff located in our offices (Ewell and 3 regional offices) and working from home

Samaritans Branches, Hubs, and Volunteers  in over 200+ locations across UK and ROI  

3. KEY RESPONSIBILITIES
IT Support
· Respond to support requests received via telephone, Service Desk , email and face to face 
· 1st/2nd line support desktop/application/telephony support 
· Responsible for ensuring Incidents and Requests are managed end to end to resolution, including escalation to internal teams and third parties as needed
· Responsible for supporting systems including (but not limited to) Active Directory , Office 365 Management, Office 365 applications including teams , Windows 10/11, Zoom , Crowdstrike , OKTA and SSO , G-Suite  

· Responsible for supporting multiple platforms and equipment types including desktops, laptops, Chromebooks, Chromeboxes,  printers and mobile phones  

· Desktop support, including Office 365 suite of applications
· Perform installations as requested

· Support Central Office mobile internal and external telephony system
User Management 
· Proactively assist with new starter account requests

· Account Management  in Active Directory and Office 365 

Assist in Service Desk Team Responsibilities 

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

· Assist in the provision and delivery of equipment 
· Assist in any IS communications
· Responsible for contributing to a knowledge base of support documentation for Staff/Volunteers and Internal technical documentation
· Assist/contribute/work with project teams on the handover of new services 
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
· 2 years demonstrable experience of 1st and 2nd Line IT Support in a Service Desk environment, including:  
· Application Support including (but not limited to): 
· Office 365 Administration
· Office 365 Applications

· Active Directory

· SSO Knowledge 

· OKTA 

· Crowdstrike

· Zoom

· Video Conferencing facilities
· Workplace by Facebook

· Hardware Support 

· Windows 10 laptop/Desktop 

· ChromeOS devices 

· Mobile phones

· Excellent customer service skills 

· Excellent telephone manner 
· Working within agreed timelines and SLA’s 
· Owning and managing support requests through to resolution

· Working within a team in a demanding environment

· Working knowledge of Service Desk tools

Desirable
· Experience of supporting Volunteers

5. QUALIFICATIONS


· Applicable IT qualifications would be an advantage (i.e. MCP) 
· Demonstrable work experience relevant to role (i.e. IT support, customer service, telephone support, and working within a  Service Desk environment 


6. PERSONAL ATTRIBUTES 
· Enthusiasm for customer service

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

· Customer-focused. 
· Team Player

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

Signed by employee:________________________
Date: ​​​​​​​​​​​_______________________
LAST UPDATED: April 2024
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.

