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JOB DESCRIPTION & PERSON SPECIFICATION – CAREER GRADE

	SERVICE AREA: 
	Integrated Business Centre
	POSITION NO:

	SECTION:

	Transactional Processing Centre
	GRADES:
Grade 4
Grade 5
Grade 6 

	JOB TITLE:

	Service Desk Operative
	DATE PREPARED: May 2014

	EVALUATION DATE:
	15/5/14
	JE NUMBERS:   NC3164/NC3486/NC3163


	DIGNITY AT WORK: To show, at all times, a personal commitment to Looked after Children and treating all customers and colleagues in a fair and respectful way, which gives positive regard to people’s differences and individuality (for example, gender, gender identity, nationality or ethnic origin, disability, religion or belief, sexual orientation, age).  Assists in ensuring equal access to services and employment opportunities for everyone and promotes the Council’s Equal Opportunities in Employment Policy.



	PURPOSE:
The provision of a service desk facility providing first line advice and guidance on areas including on ICT, Finance HR, Payroll and Procurement. This covers the resolution of routine queries, guidance on policies and processes and escalation of complex queries to the Centre of Technical Expertise or Transactional Processing Centre.

To contribute to the knowledge base for self service problem solving by managers and staff by accessing information sources including frequently asked questions. 

To contribute to the continuous improvement of the service to meet and exceed customer expectations, tracking and identifying issues for resolution and improvement.

The postholder will contribute to the overall success of the Integrated Business Centre by being accurate, efficient and customer focussed.





	
PRINCIPAL ACCOUNTABILITIES:
Please note decision making must be included within the Principal Accountabilities


	1.
	Provides a comprehensive, accurate, efficient and customer focussed service desk function for the Council acting as first point of contact for employee, Manager and other service requests.  

	2.
	Actively promotes knowledge management and self service to manage customer demands ensuring the Council’s self service approach becomes embedded and continues to develop.  

	3.
	Resolves service requests at first point of contact in a professional, supportive and positive manner ensuring that high levels of customer satisfaction are achieved, fostering a culture of improving standards.

	4.
	Maintains high levels of incident ownership through the incident lifecycle to a satisfactory customer resolution ensuring that KPIs and target resolution times are achieved.

	5.
	Fully explores service requests, as necessary resolving complex matters and also identifying situations which require escalation. Proactively operating the escalation procedure in order to provide for an effective and efficient service for customers with high levels of customer satisfaction.

	6.
	Actively engages with customers, advising and resolving issues including those of a complex nature, recognising the potential impact of the issue on the person and taking responsibility for progressing the issue to a satisfactory outcome.

	7.
	Updates the procedures and processes used within the Service Desk, continually developing the knowledge base and updating the Service Desk scripts / frequently asked questions to ensure continuously improving standards of customer service. 

	8.
	Proactively builds and develops a positive reputation for the Service Desk by acting as an ambassador when dealing with other colleagues and customers ensuring a positive customer focused approach at all times.  

	9.
	Contributes to the monitoring and review of Service Desk working practices in order to achieve and develop KPIs, maximise customer satisfaction and identify/ develop areas for improvement. 

	10.
	Takes responsibility for developing and maintaining a high level of personal familiarity with the functions located in Council Directorates and the processes/ support functions covered by the Service Desk. Provides ongoing and comprehensive training for Service Desk Operatives including through the medium of the telephony system  to ensure knowledge and skills are developed, maintained and improved 

	11.
	The Health and Safety at Work etc. Act 1974 and associated legislation places responsibilities for health and safety on Hull City Council, as your employer and you as an employee of the council. In addition to the Councils overall duties, the post holder has personal responsibility for their own health & safety and that of other employees; additional and more specific responsibilities are identified in the Council’s Corporate H&S policy.


	GENERAL:
The above principal accountabilities are not exhaustive and may vary without changing the character of the job or level of responsibility. The postholder must be flexible to ensure the operational needs of the Council are met.  This includes the undertaking of duties of a similar nature and responsibility as and when required, throughout the various work places in the Council.




	

DIMENSIONS:  
All sections should be completed – if there aren’t any state ‘none’


	1.	Responsibility for Staff:
Grade 4:
To support the day to day duties of Service Desk Operatives 
Grade 5, all of the above plus:
Assist with the training and development of newer members of the team.
Grade 6, all of the above plus:
Induct newer members of the team.

	2.	Responsibility for Customers/Clients:
Grade 4:
Responsibility for the provision of first line support to one or more customer areas.  Dealing with customer incidents and service requests, logging and responding to all contacts from customers in line with target resolution times and other KPIs.
Grade 5, all of the above plus:
Responsibility for the provision of first line support to a minimum of three customer areas.  Dealing with customer incidents and service requests, logging and responding to all contacts from customers in line with target resolution times and other KPIs.
Grade 6, all of the above plus:
Responsibility for the provision of first line support for customer incidents and service requests, logging and responding to all contacts from customers in line with target resolution times and other KPIs

	3.	Responsibility for Budgets:
Grade 4:
None
Grade 5, all of the above plus:
None
Grade 6, all of the above plus:
None


	4.	Responsibility for Physical Resources:
Grade 4:
None
Grade 5, all of the above plus:
None
Grade 6, all of the above plus:
None




	WORKING RELATIONSHIPS:
All sections should be completed – if there aren’t any state ‘none’

	1.	Within Service Area/Section:
Grade 4:
Staff within the Transactional Processing Centre and other areas of the Integrated Business Centre.
Grade 5, all of the above plus:
-
Grade 6, all of the above plus:
-


	2.	With Any Other Council Areas
Grade 4:
Work with colleagues form other service areas as necessary
Grade 5, all of the above plus:
-
Grade 6, all of the above plus:
-


	3.     With External Bodies to the Council
Grade 4:
Dealing with enquiries from the public, service users, elected members, other agencies and external organisations
Grade 5, all of the above plus:
-
Grade 6, all of the above plus:
-





	ORGANISATION CHART: 


	11 x FTE Service Desk Operatives – Grade 4/6
Service Desk Manager – Grade 10
Transactional Processing Centre Manager - Grade 14
3 x FTE Switchboard Operatives – Grade 3





	
	Tick relevant level for each category
	

	
	Not applicable
	Low
	Moderate
	High
	Very High
	Intense
	




Supporting Information for each level  
(if applicable)

	PHYSICAL DEMANDS: Physical Effort and/or Strain – (tiredness, aches and pains over and above that normally incurred in a day to day office environment).
	G4
	X

	
	
	
	
	

N/A
	


	
	G5
	X

	
	
	
	
	
	

	
	G6
	X

	
	
	
	
	
	

	WORKING CONDITIONS: Working Conditions – (exposure to objectionable, uncomfortable or noxious conditions over and above that normally incurred in a day to day office environment).
	G4
	X

	
	
	
	
	

N/A
	


	
	G5
	X

	
	
	
	
	
	

	
	G6
	X

	
	
	
	
	
	

	EMOTIONAL DEMANDS: Exposure to objectionable situations over and above that normally incurred in a day to day office environment.
	G4
	X

	
	
	
	
	
	


	
	G5
	X

	
	
	
	
	
	


	
	G6
	X

	
	
	
	
	
	




	
PERSON SPECIFICATION
	Tick relevant column
	List code/s*

	The information listed as essential (the column that is shaded) is used as part of the job evaluation process.  The requirements identified as desirable are used for recruitment purposes only.
*Codes: AF = Application Form, I = Interview, CQ = Certificate of Qualification, R = References (should only be used for posts requiring DBS’s),T = Test/Assessment, P = Presentation
	Essential
	Desirable
	How identified 

	1. 
	Qualifications:

	
	Grade 4:
	
	
	

	
	GCSE’s in English and Mathematics grades A to C or NVQ2 in appropriate subject area or equivalent experience.
	X
	
	AF/CQ

	
	European Computer Driving Licence
	
	X
	AF/CQ

	
	Grade 5, all of the above plus:
	
	
	

	
	NVQ2 in appropriate subject area or equivalent experience.
	X
	
	AF/CQ

	
	European Computer Driving Licence
	
	X
	AF/CQ

	
	Grade 6, all of the above plus:
	
	
	

	
	NVQ3 or equivalent in appropriate subject areas or equivalent experience
	X
	
	AF/CQ

	
	European Computer Driving Licence
	
	X
	AF/CQ

	2. 
	Relevant Experience:

	
	Grade 4:
	
	
	

	
	Experience in the use of Computerised systems e.g. Oracle, Assyst etc
	X
	
	AF

	
	Experience of training; advising; guiding; supervising staff
	
	X
	AF/I

	
	To demonstrate initiative and contribute informed ideas acquired through experience
	X
	
	AF/I

	
	Experience of working with information to ensure confidentiality
	X
	
	AF/I

	
	Experience of first line service desk and customer service functions in a complex organisation including advising on and resolving queries at first point of contact.
	
	X
	AF/I

	
	Experience of participating within and effectively contributing to a team working to deliver success
	X
	
	AF/I

	
	Experience of ensuring continued developments and 
refinements of service desk operations
	
	X
	AF/I

	
	Grade 5, all of the above plus:
	
	
	

	
	Experience in the use of Computerised systems e.g. Oracle, Assyst etc
	X
	
	AF

	
	Experience of training; advising; guiding; supervising staff
	X
	
	AF/I

	
	Experience of first line service desk and customer service functions in a complex organisation including advising on and resolving queries at first point of contact.
	X
	
	AF/I

	
	Experience of effective team working delivering success
	X
	
	AF/I

	
	Experience of ensuring continued developments and 
refinements of service desk operations
	X
	
	AF/I

	
	Grade 6, all of the above plus:
	
	
	

	
	Proven in depth experience in the use of Computerised systems e.g. Oracle, Assyst etc
	X
	
	AF

	
	Proven experience of training; advising; guiding; supervising staff.
	X
	
	AF/I

	
	Proven experience of first line service desk and customer service functions in a complex organisation including advising on and resolving queries at first point of contact.
	X
	
	AF/I

	
	Proven experience of effective team working delivering success
	X
	
	AF/I

	
	Proven experience of ensuring continued developments and refinements of service desk operations
	X
	
	AF/I

	3. 
	Skills (including thinking challenge/mental demands):

	
	Grade 4:
	X
	
	AF/I

	
	Ability to be able to communicate at all levels.
	X
	
	AF/I

	
	Ability to act on own initiative and take appropriate action, and to demonstrate problem analysis/ solving skills.
	X
	
	AF/I

	
	Ability to adhere to a strict code of confidentiality.
	X
	
	I

	
	Ability to work methodically and with attention to detail.
	X
	
	I

	
	Ability to be assertive when placed under pressure by others
	X
	
	I

	
	Able to work under pressure and to deal with difficult customers in a consistent and professional manner.
	X
	
	I

	
	Ability to form good working relationships at all levels.
	X
	
	I

	
	Assertive, confident, positive and professional manner
	X
	
	I

	
	Strong attention to detail in logging service requests, updating call details and managing call closure.
	X
	
	I

	
	A desire to provide exceptional customer service demonstrating an awareness of the impact of the interaction on the customer
	X
	
	I

	
	Grade 5, all of the above plus:
	
	
	

	
	-
	
	
	

	
	Grade 6, all of the above plus:
	
	
	

	
	-
	
	
	



	4. 
	Knowledge:

	
	Grade 4:
	
	
	

	
	Good knowledge of the policies and processes for, at least one of, the areas covered by the Service Desk eg HR, ICT, Payroll, Procurement, and Finance
	X
	
	AF/I

	
	Knowledge of transactional processes with the ability to advise others.
	X
	
	AF/I

	
	Knowledge of Data Protection Act and Freedom of Information Act.
	X
	
	I

	
	Good knowledge of the organisation and its requirements to provide an effective Integrated Business Centre.
	X
	
	I

	
	Awareness of incident management and request fulfilment approaches to service delivery.
	
	X
	AF/I

	
	Grade 5, all of the above plus:
	
	
	

	
	Good knowledge of the policies and processes for the areas covered by the Service Desk eg HR, ICT, Payroll, Procurement, and Finance.
	X
	
	AF/I

	
	Awareness of incident management and request fulfilment approaches to service delivery.
	X
	
	AF/I

	
	Grade 6, all of the above plus:
	
	
	

	
	Detailed knowledge of the policies and processes for the areas covered by the Service Desk eg HR, ICT, Payroll, Procurement, and Finance.
	X
	
	AF/I

	5. 
	Interpersonal/Communication Skills:
Verbal Skills

	
	Grade 4:
	
	
	

	
	Excellent verbal communication at all levels
	X
	
	I

	
	Must have the ability to communicate with internal and external customers, new and existing employees in a professional manner
	X
	
	AF/I

	
	Clear, concise and articulate in verbal communication. 
	X
	
	AF/I

	
	Excellent customer service skills
	X
	
	AF/I

	
	Training skills to assist with the development of others
	
	X
	AF/I

	
	Clearly spoken with a good telephone manner
	X
	
	I

	
	Owning calls received and ensuring a right first time approach to solving issues
	X
	
	I

	
	Grade 5, all of the above plus:
	
	
	

	
	Training skills to assist with the development of others
	X
	
	AF/I

	
	Grade 6, all of the above plus:
	
	
	

	
	-
	
	
	

	
	Written Skills

	
	Grade 4:
	
	
	

	
	Clear, concise and articulate in written communication
	X
	
	AF/I

	
	Grade 5, all of the above plus:
	
	
	

	
	-
	
	
	

	
	Grade 6, all of the above plus:
	
	
	

	
	-
	
	
	

	6.
	Other:

	
	If there aren’t any state ‘none’
	
	
	

	
	Grade 4:
	
	
	

	
	None
	
	
	

	
	Grade 5, all of the above plus:
	
	
	

	
	None
	
	
	

	
	Grade 6, all of the above plus:
	
	
	

	
	None
	
	
	

	
The requirements listed below are not considered during the job evaluation process, but are essential requirements for the role that will be assessed during the recruitment process.


	7.
	Competencies:

	
	The competencies listed below are all essential requirements for working at Hull City Council in any post; however, those that have been ticked as essential have been identified as key competencies for this role and will be measured as part of the selection process.  They are not required to be addressed in the candidate’s application form.
	
	
	

	
	Leading forward 
	
	N/A
	

	
	Improving services
	
	N/A
	

	
	Analysis and decision making
	
	N/A
	

	
	Making things happen
	
	N/A
	

	
	Communicating with impact 
	
	N/A
	

	
	Collaboration 
	
	N/A
	

	
	Developing self and others
	
	N/A
	

	
	A copy of the Competency Framework can be accessed via the Council’s website – www.hullcc.gov.uk/jobs

	8. 
	Additional Requirements:

	
	If there aren’t any state ‘none’
	
	N/A
	

	
	None
	
	N/A
	

	9. 
	Disclosure of Criminal Record:

	
	The successful candidate’s appointment will be subject to the Council obtaining a satisfactory Basic #Standard/#Enhanced# Enhanced & Barring List Disclosure from the Disclosure & Barring Service (if ticked as an essential requirement).
#Service area to delete as required
	
	N/A
	DBS Disclosure

	
	If the postholder requires a DBS disclosure the candidate is required to declare full details of everything on their criminal record.
	
	N/A
	AF(after short listing)

	
	If the postholder does not require a DBS disclosure the candidate is required to declare unspent convictions only.
	X
	N/A
	AF(after short listing)
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