Job Profile: Application Support Helpdesk Supervisor [Social Care]
Grade: 8
Date created: May 2022
	About the Job Leading a helpdesk team providing ICT and application support, you will ensure timely and technical support for end users. With a passion for customer service excellence, you will support the service delivery to agreed service level agreements (SLAs) , seeking to continually improve and drive-up resolution rates and increase positive feedback. You will be familiar with the Digital and ICT Service Management and Remote Support technologies and will work with the Social Care Services Team Leader to support both channel shift and ‘shift left’ through knowledge sharing and automation. You will also support the wider customer base in the awareness and adoption of existing technologies and in the take-up and take-on of new technologies as they are rolled out.

	This is what we need you to do... 
· Manage the helpdesk team on a day-to-day basis, allocating responsibilities and work, and delegating responsibilities as appropriate ensuring resources meet demand.
· Monitor and manage call volumes to ensure SLA achievement for incidents, requests, and problems and ensure that all requests for support are dealt with according to set standards and procedures.

· Create and maintain procedures and documentation for aspects of the helpdesk’s support functions. 

· Act as a single point of contact for customer escalations and provide support for complex issues or requests. Liaising with 3rd party support over system outages and escalations.
· Ensure that timely, accurate records are kept. Regularly update customers and other interested parties.
· Set performance targets, and monitors progress against agreed quality and performance criteria. 
	· Proactively work to ensure effective working relationships within the team and with those whom the team interacts with. 

· Develop and maintain good stakeholder relationships to progress future developments and to help inform business decisions.  Ensuring customer satisfaction with the services is being provided.
Special Conditions
This position may be subject to an enhanced Disclosure and Barring Service (DBS) disclosure dependant on job requirements.


Monitoring and ongoing development of outcomes
As part of the annual appraisal, outcome-based targets will be developed in conjunction with the post holder and will supplement this job profile.  The job profile will be subject to regular review and the council reserves its right to amend or add to the accountabilities listed above.
	The ideal candidate will have... 

Experience
· Experience of working as Supervisor or Team Leader
· Effective management of staff and teams

· Experience of ITSM tool sets

· Rational & calm under pressure

· Experience of working in a customer facing environment

· Explaining technical issues to non-technical customers

· Demonstrable understanding and familiarity with concepts surrounding quality of service, service level management and service delivery. 

· Experience of working in the sectors of education, children’s services, or adult social care.
Knowledge, Skills and Understanding
· Experience of planning and managing a helpdesk solution

· Strong leadership skills
· Excellent stakeholder management skills
· Ability to deal with customer escalations, service issues and complaints.

· Problem solving

· Ability to manage multiple and sometimes conflicting priorities

· Knowledge of the ITIL framework (or equivalent), the IT support lifecycle, associated methodologies and their practical application.
· Excellent understanding of how ICT is used to support business processes


	Technical skills
· Aptitude for interpreting and/or develop technical solutions for business problems. 
· Ability to run and/or create reports from databases and familiar with software.  
· Is thoroughly familiar with the concepts and practices required to support ICT solutions, particularly those employed in own organisation.
Behavioural attributes
· Demonstrates Gloucestershire Leadership Behaviours.
· Flexible, positive, and collaborative in approach

· Able to work under pressure and regularly prioritise competing demands to meet deadlines.
· Customer focused and can effectively communicate with customers and other stakeholders.
· Analytical thinking linked with pragmatic problem solving.
· Influential and persuasive when implementing change. 
· Determined, enthusiastic and resilient.
Education & Qualifications
· Excellent levels of literacy and numeracy evidenced by GCSEs Grade A – C, NVQ Level 5 or equivalent experience. 
· Management qualification




