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Technology Service Desk Lead













Reports to: IT Operations Manager

Job purpose
 

Job description
Job title: Technology Service Desk Lead

Hours:

Salary:

Location:

Contract:

37 hours per week

£38,000 - £40,000 per annum

Northampton

Permanent

The Service Desk Lead is responsible for
managing the day-to-day operation of the
Technology Service Desk, ensuring the
effective delivery of IT Technology support
services to staff and volunteers across the
Association’s.

The role will lead the Service Desk team,
ensuring incidents and service requests are
managed efficiently and that users receive
a high level of quality support. The Service
Desk Lead will also work closely with other
Technology teams to improve services,
maintain documentation and knowledge
resources, and support the ongoing
development of IT systems and processes.
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Main responsibilities
 Service Desk Operations

– Manage the day-to-day operation of the
Technology Service Desk, ensuring the
effective delivery of IT support services to
staff and volunteers across the organisation.

– Ensure incidents and service requests are
logged, managed and resolved within agreed
service levels.

– Support Service Desk operations by working
alongside Analysts on routine activities,
including handling incidents and service
requests.

– Act as an escalation for incidents,
coordinating resolution with relevant technical
teams and suppliers where required.

– Ensure appropriate Service Desk coverage
and effective communication with service
users regarding incidents, requests and
service updates.

Team Leadership
– Lead, support and develop the Service Desk
team, providing guidance, coaching and
performance management.

– Foster a culture of collaboration,
accountability and continuous improvement
within the team.

– Encourage knowledge sharing and
professional development to maintain a high
standard of service delivery.

Operational Support
– Configure and improve the use of Service
Desk tools and reporting where appropriate.

– Deputise for the IT Operations Manager
when required and provide support across the
wider IT team where necessary.

Service Management & Documentation
– Maintain and develop the Service Desk
knowledge base, procedures and
documentation to support efficient incident
resolution.

– Maintain IT asset registers and contribute to
the upkeep of the IT service catalogue.

– Promote best practice in service
management processes and ensure consistent
use of Service Desk tools and systems.

Reporting & Performance Monitoring
– Develop and maintain reporting on Service
Desk activity, including key metrics, KPIs and
performance reports.

– Analyse service performance data to identify
trends and opportunities to improve service
delivery.

Collaboration & Service Improvement
– Work closely with IT, Digital and Data teams
to ensure effective support and a seamless
service experience for users.

– Support the planning, testing and
implementation of new systems, services and
improvements affecting end users.

– Assist the IT Operations Manager and
Infrastructure Lead in identifying opportunities
to improve IT services and support.

General Responsibilities
– Undertake other duties appropriate to the
role and grade as required.

– Undertake any other task relevant to the job
purpose and ensure that all functions
performed reflect the Associations mission
and core values.
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Essential criteria
 – Relevant experience managing IT service

and support in a hybrid environment.

– Experience leading and managing an IT
support or Service Desk team, including
performance management, target setting, staff
development and motivation.

– Experience working within an IT Service
Desk or user support environment, providing
application and technical support to end users.

– Strong understanding of Service Desk
processes including incident, request and
problem management.

– Experience using Service Desk or IT Service
Management (ITSM) tools, ideally
ManageEngine.

– Strong communication and organisational
skills, with the ability to prioritise workload and
explain technical issues clearly to non-
technical users.

– Current knowledge and experience of IT
products and services including Windows OS,
Microsoft 365, Dynamics, Entra ID, networking
and Service Desk systems.

– Experience contributing to service
improvements, process optimisation or
system enhancements.

– Excellent stakeholder engagement,
facilitation, and communication skills.

– Ability to work independently and manage
multiple priorities.
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