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Job Description

POST:



Service Desk Manager (Oasis Centre)
RESPONSIBLE TO:
National Infrastructure Manager
RESPONSIBLE FOR:
1st, 2nd & 3rd Line IT Engineers
SALARY:
 SCP 33-37 (inner London £31,464 - £34,494 per annum).
LOCATION:
Oasis Centre, (occasional travel will be required)
WORKING PATTERN:
Full time (37 hours per week, 52 weeks per year) occasional out of hours work will be required
DISCLOSURE LEVEL:
Enhanced

JOB PURPOSE:
The Service Desk Manager, (SDM) is responsible for all aspects of technical operations and service delivery relating to the function of the National Service Desk. The role exists to assist the National Infrastructure Manager to deliver an effective, fit for purpose ICT service to internal and external clients. The purpose of the role is to:

· Act in a supervisory and hands-on capacity to ensure the service desk function supports the smooth running of ICT systems across the group.
· To lead 1st, 2nd & 3rd level support teams to deliver a high quality, cost effective support service

· To act in a technical capacity providing advice, completing projects and technical support both remotely and face to face 
· Own the Incident Management Process
· To support Oasis staff in the appropriate use of ICT, through advice or training

· To work with the National Infrastructure Manager and Regional Service Delivery Managers to deliver ICT support, plan and execute projects and develop ICT in line with group development plans

· To support technicians in performing their day to day duties, by providing technical and procedural advice

· To develop and train the Service Desk team, overseeing projects and managing national  IT operations

· To build relationships with senior leadership groups, onsite technical teams and Regional Service Delivery Managers
· To maintain service delivery and operations within agreed SLAs focusing on driving down response and fix times
· To manage and escalate service requests to the NIM and RSDMs in order to avoid service breaches
SPECIFIC RESPONSIBILITIES:

Service Delivery Duties 40%:

· To work within the National Infrastructure team by leading the delivery of the 1st,, 2nd and 3rd line teams providing an incident and change management function
· To be responsible for the delivery of the Service Desk performance within the key performance indicators outlined in service level agreements 
· To build strong relationships with departmental managers & team leaders, national executive teams and IT staff based at academies
· To produce accurate and timely MI reports to demonstrate delivery performance and ensure effective management of performance levels (including sub-contractors performance)

· To ensure ‘core data’ (e.g. site addresses, Directory Services, equipment lists, etc) for nominated sites is up-to-date and correct at all times
· To own the Incident Management Process
· To act as the ‘escalation manager’ for all service delivery performance issues

· To work with other engineering teams and project managers to deliver projects

· To work within and create / make recommendations to improve OCL’s ITIL processes, working practices and performance to improve service levels and customer satisfaction
· To proactively manage and develop the groups call logging system (OCMS), looking for opportunities for the system to improve our processes, forms and communication with our customers.
· To manage the creation of training resources and organise the delivery of training end users, identifying ways to enable self-help through FAQ’s and knowledge bases 
· To ensure that purchases follow the ICT Purchasing Process, are processed in a timely manner, have the appropriate sign-off and are re-charged where necessary 
· To support the Infrastructure Manager, to ensure that the highest levels of customer satisfaction for IT services is delivered

· To identify opportunities for productivity and service delivery improvements, cost reduction and additional revenue recovery

· To deliver best value; where possible advise and procure hardware and software from the standard OCL hardware/software catalogue
· To organise and attend meetings and present relevant updates to staff
· To own VIP support issues and see the through to conclusion

Team Management Duties 30%:

· To lead, motivate and mentor 1st, 2nd & 3rd line teams and support team development through regular with one to ones and team meetings with all staff members
· To work with the National Infrastructure manager to make sure cover is always provided during required hours
· To log incidents and proactively manage the teams call queues on the Oasis Call Management System (OCMS), prioritising service requests 
· To proactively notify the National Infrastructure Manager, Regional Service Delivery Managers  and the Head of IT  to potential issues that will impact on service performance and to provide regular updates through to resolution

· To act as the ‘escalation manager’ for the Service desk team

· Overall responsibility to ensure IT daily checks are completed and server rooms are clean and tidy. Server rooms conform to ‘rules’ e.g. no liquids
· To ensure basic health & safety checks are carried out and to proactively escalate any issues
Technical Duties 30%:

· To lead from the front when required, working as part of the technical team by providing telephone, remote and onsite IT support at a 2nd/3rd line level. 
· To recommend and perform installations, configurations and upgrades on local and national IT systems.

· To complete additional ad-hoc technical project work, as required 
· To manage and maintain server and network systems such as performing server recovery and migration work
· To oversee the installation and maintenance of standard network cabling; perform diagnostic and recovery routines on network equipment; configure network clients with appropriate server information and software
· To be responsible for the maintenance of the Oasis Centre hardware and software on servers and manage network resources by implementing disk space and printer quotas, creating network shares and manage access rights and monitoring system logs

· To be responsible for the ensuring the completion of daily, weekly, and annual checks to server, client devices and network infrastructure, recording potential issues on Oasis Call Management System and escalating where required

· To develop a maintenance schedule; manage efficient implementation of backup, virus protection and security procedures, including data protection policies in compliance with the Oasis QoS requirements
· Plan, record and implement changes to hardware and applications; collate and interpret results of testing and advise if goods are fit for use following release management procedures
· To manage and maintain software licences and licencing records

· Manage collection and storage of relevant asset and configuration data. Update records of installed hardware and software on the Oasis Call Management Software; maintain a software library and store original copies of installed applications.

· Assess risks and develop recovery procedures for key ICT systems; identify failing systems and suggest solutions
· Plan and implement changes to elements of the ICT service
· Identify possible ICT requirements and liaise with National Infrastructure Manager to develop outline specifications for solutions
· To administer cloud based services including Office365

· To assist the National Infrastructure Manager by carrying out reasonable requests for additional duties as and when required

Safeguarding children and young people

Oasis Community Learning is committed to safeguarding and promoting the welfare of children and young people. We expect all staff to share this commitment and to undergo appropriate checks, including an enhanced CRB check.

The above responsibilities are subject to the general duties and responsibilities contained in the Statement of Conditions of Employment.

The duties of this post may vary from time to time without changing the general character of the post or level of responsibility entailed.

ICT Service Desk Manager 

Person Specification  

Our Purpose
Oasis Academies exists to provide a rich and balanced educational environment which caters for the whole person - academically, vocationally, socially, morally, spiritually, physically, emotionally and environmentally. Our task is to serve our students as well as to provide a learning hub for the entire community. In this way we will raise aspirations, unlock potential and work to achieve excellence through encouraging a ‘can do’ culture which nurtures confident and competent people.   

Oasis Community Learning Ethos
Our ethos is an expression of our character - it is a statement of who we are and therefore the lens through which we assess all we do. Our work is motivated and inspired by the life, message and example of Christ, which shapes and guides every aspect of each of our schools. This is foundational to our belief that all people are created and loved by God as equal and unique beings, and to our commitment to model inclusion and compassion throughout all the aspects of the life and culture of each Academy community. 

For further information, please refer to the Education Charter document which accompanies this job description.

	
	Essential
	Desirable

	Qualifications
	Degree or other Higher Education Qualification in a relevant discipline
	· MCITP

· ITIL Foundation

· Prince2  


	Experience, Skills & Knowledge
	· Experience in a senior IT role, either as a deputy team leader or manager
· A strong IT technical background 

· Evidence of being a good communicator 

· Enthusiastic approach to Customer Service

· Knowledge of, or experience using an IT service desk software package or working to an SLA

· Good technical skills with MS Technologies 

· Strongly task-driven/multi-tasking 

· Pro-active learner 

· Good oral and written communication skills 

· Self-motivated
· Sound problem analysis and problem solving skills
	· Experience working in an Educational environment. 

· Knowledge of any of the following:
· IP Telephony

· Cisco switching & routing

· Enterprise wireless technologies

· MS SQL
· Web filtering technologies
· MS Cloud Services

· MS Server 2008


	Personal Qualities


	· Team player prepared to work to achieve results
· Enthusiastic approach to customer service 

· Highly energetic 

· Tactically driven
· Willing to work evenings and travel occasionally
· Commitment to safeguarding and promoting the welfare of children and young people

· Willingness to undergo appropriate checks, including enhanced CRB checks

· Motivation to work with children and young people

· Ability to form and maintain appropriate relationships and personal boundaries with children and young people

· Emotional resilience in working with challenging behaviours and attitudes to use of authority and maintaining discipline

· Have a willingness to demonstrate commitment to the values and behaviours which flow from the Oasis Community Learning ethos
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