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ROLE PROFILE       

       
ROLE PROFILE

	Job Title:  Service Desk Analyst

	Current Job Holder(s):  

	Department:  IT Operations

	Date Created/By:  


	DEPARTMENT DESCRIPTION

IT Operations provides the highest quality technology-based services, in the most cost-effective manner, to support MPS’s business strategy and strategic change programme.  The department develops, enhances and manages applications and infrastructure through appropriate architecture streams to provision highly effective, reliable, secure, and innovative information systems to support MPS in its delivery of a world class service by exceptional staff.


	ILLUSTRATIVE DIMENSIONS
· User base circa 700
· Circa 300 terminals / users connected through a VDI infrastructure spread across 3 sites to a VMware View (Horizon 5.x) environment

· Approximately 400 laptop users using Windows 7, centrally- configured/managed using VMware Mirage

· Current Microsoft technologies including Windows Server 2012 migration, Exchange 2010, CRM 2011 and SQL 2012 including clustering and web farm load balancing hosted on VMware5.x architecture.

· Circa 250 servers running on a VMware virtualised platform

· Redundant Wide Area VPLS network connecting three UK based sites.

· Dual 1GB links Leeds and London for BCP purpose.

· IBM i v7r1 on an IBM System i, with 3 partitions (Live, Test and Development), replicated onto similar machine, with single partition for HA. (To be decommissioned).
Large implementation to deliver a new Members’ Sales / Servicing system for UK and International Members and Groups. Improve the Member experience through supporting multi-channel access and efficient self-service processes, integrated front / back-end and case management systems. Deliver seamless Member and staff processes, ensuring the security and integrity of information. Implementation will increase terminal, laptops and infrastructure exponentially with an expected additional 180 servers. Significant Data Warehouse implementation and greater architectural complexity, integrating existing / new applications and Member self-service.

The Medical Protection Society is the world’s leading protection organisation for doctors, dentists and healthcare professionals. We protect and support the professional interests of more than 290,000 members around the world. Our benefits include access to indemnity, expert advice and peace of mind. Our in-house experts assist with the wide range of legal and ethical problems that arise from professional practice. Our philosophy is to support safe practice in medicine and dentistry by helping to avert problems in the first place.



	JOB PURPOSE
To respond to any problems or queries either by phone, email or in person, regarding the use of any item of MPS-owned hardware or software:

· Record details and updates in the Service Desk system provided 

· Work within defined SLAs / operational targets

· Progress calls by priority 

· Liaise with 3rd parties as required ensuring minimal service disruption

· Provide regular progress updates to users either by telephone, email or in person

· Provide solutions or answers to problems in a clear, understandable manner commensurate with an individual user’s level of technical knowledge.


	RESOURCE MANAGEMENT

Responsibility for:  N/a. No direct reports
Reports to:  1st Line Team Leader




	Documentation

· Responsible for ensuring that the Service Desk team produces and maintains comprehensive and high quality documentation in accordance with MPS’s project methodology, using pre-defined document templates and the approved electronic filing structure.  


	MAIN JOB REQUIREMENTS AND PERSON SPECIFICATION
Education/Qualifications/Training:

Specific Experience:  Analyzing Information, Informing Others, Coordination, Handles Pressure, Reporting Skills, Scheduling, Dealing with Complexity. 

Required
· Strong organisational, planning and time management skills

· Strong written and verbal communication skills

· Excellent interpersonal skills and ability to interact with both technical and non-technical members of staff/ management

· Good knowledge of formal call management procedures
· Genuine interest in IT and a desire to develop a career in IT support

· MS Office productivity suite and Windows 7 desktop operating system
· Commitment to quality in all aspects of work

· Strong team player able to work positively within any team

· Flexible approach to work within the Service Desk environment

· Delivery deadline focused 

· Honest and trustworthy

· Professional approach to both internal and external contacts

· Customer and technically focused.
Desired
· Knowledge of virtualised environments using VMware

· Knowledge of MPS environment and technical infrastructure

· A willingness to undertake further training

· Working knowledge of equipment details in ‘Illustrative Dimensions’
· Enjoys learning and developing professional skills.
   Abilities/Skills/Knowledge:

· Commitment to MPS’s 4 key values (fairness, security, heart of the profession and quality)
· A flexible ‘can-do’ attitude, with the ability to work under pressure and possessing the responsibility and commitment to ensure that the Service Desk team responds to the wide and varied demands arising from involvement in multiple projects of differing priorities and complexity
· The ability to communicate at all levels of the business and present information in varying degrees of technicality / detail as the audience dictates.


I confirm that this is a true and accurate reflection of this job 
JOB HOLDER signature:

Print Name: 
Date: 
LINE MANAGER/SUPERVISOR signature:

Print Name: 
Date: 
HEAD OF DEPARTMENT (if different from Line Manager above) signature: 
Print Name: 
Date: 
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