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LONDON AMBULANCE SERVICE NHS TRUST

JOB DESCRIPTION
JOB TITLE


:
IM&T Service Desk Administrator
LOCATION
:
Based at Fielden House, London Bridge and      at Waterloo, HQ (overnight and weekends)
GRADE


:
Band 5
REPORTING TO

:
IM&T Service Desk Manager
PURPOSE OF JOB


· Day-to-day staffing of the IM&T Service Desk and provision of 1st and 2nd level technical support to all internal customers

· Provide admin support for the IM&T Service Desk and the IM&T Directorate

· Provide support to and administer pagers, mobile phones, car kits and other mobile devices for all LAS staff, which will involve communicating, negotiating and agreeing times.
· Assist and provide cover for the IM&T Customer Services Administrator post
MAIN TASKS AND RESPONSIBILITIES
· Provide 1st and 2nd level IM&T Service Desk support, administer the Service Desk system, produce reports and work within the ITIL processes

· Provide support to all mobile phones and pagers. Keep accurate records of the equipment and locations. Order new mobile phones, pagers and car kits. Work with external contractors to arrange timely fitting of car kits to managers and service vehicles
· Maintain and record an inventory of all hardware and software within the Service and keep track of the location of the equipment using the Service Desk system

· Purchase hardware and software for the Service and liaise with external suppliers for hardware/software maintenance and repair of equipment

· General Admin Duties: Take telephone messages when staff are absent and e-mail them the content. Distribute incoming and outgoing mail and faxes. Take minutes at meetings. Maintain stock and tidy/organise office
· Regularly communicate with internal customers using mediums such as the Intranet with information such as IM&T performance, communicate achievements and promote the IM&T services that are available
· Duplicate CDs/DVDs, documentation and distribute as necessary
· Ability to identify and report the inappropriate use of PCs
· Knowledge and understanding of Service development with the goal of implementing solutions
· Responsible for the implementation and compliance of IM&T policy throughout the Service using occupational guidelines
· Provide instructions and guidance for the handling of sensitive information relating to staff and patient data, including security and backup strategies

· Advise on job related health and safety, PC security, passwords, viruses, backup procedures, software licensing, VDU legislation, restore and recovery of data and requirements of the Data Protection Act and knowledge of all appropriate procedures

· Effective and professional communication with all levels of personnel within the Service

· Manage your own work schedule efficiently, i.e. prioritisation of complex activities to the needs of the LAS and demonstrate flexibility when unforeseen circumstances arise

· Partake in the IM&T Customer Services on call rota if required
· Carry out other relevant duties when required
KEY RELATIONSHIPS

· Work along with departments of the IM&T Directorate to provide an effective service for LAS

· All levels of structure within the Service including external third party hardware/software suppliers/maintainers

KEY RESULT AREAS AND PERFORMANCE MEASURES

· Undertake an annual Personal Development Review/Plan to assist in your job duties and career

· Regular supervisions with clearly defined objectives
LONDON AMBULANCE SERVICE NHS TRUST

PERSON SPECIFICATION

JOB TITLE


:
IM&T Service Desk Administrator
LOCATION

:
Fielden House, London Bridge and HQ, 


Waterloo 

Listed below are the key requirements to perform this job. Candidates will be assessed against these criteria.

EDUCATION AND EXPERIENCE

Essential         

· Minimum 2 years IT support experience in a user/customer support environment (A)
· Minimum 2 years office administration experience in busy office (A)
· Knowledge Microsoft Office Suite - XP/2003 (A)
· Knowledge Microsoft Operating systems including Windows XP (A)
· Preparing and writing reports (A)
· Experience of handling and exchanging equipment and liaising with suppliers (I)
· Troubleshooting hardware and software faults (PCs and peripherals) (I)
· Experience of using a Service Desk (Helpdesk) system to log and remedy calls (I)
· Educated to degree level in IT related subject or equivalent experience (A)
· Evidence of personal and career development (A)
· Information Technology Infrastructure Library (ITIL) Foundation level qualified or ability to obtain qualification (I)
· Professional IT qualifications i.e. Microsoft Certified Professional / MCSE or ability to obtain qualification (A)

· Knowledge of Microsoft Active Directory (Windows Server 2003) (A)

· Experience of an ITIL based Service Desk environment or equivalent (I)
KNOWLEDGE, SKILLS AND ABILITIES

Essential     

· Excellent team working skills (I)

· Good troubleshooting and analytical skills (I)
· Ability to work under pressure and to deadlines without compromising standards of performance (I)
· Excellent written and oral communication skills and the ability to network successfully with all levels of personnel within the service (A)

· Be customer facing with an excellent telephone manner (I)

· Ability to effectively prioritise, manage and plan own workload with good time management (I)

· Self motivation and personal organisation (A)

· Commitment to personal continuous development (A)

· Confident approach to work and job ethics (A)
· Professional business appearance (I)
· Ability to deal sensitively with confidential matters (A)
· Possess a flexible but methodical approach to work (A)
· Ability and willingness to handle mundane tasks (A)
· Low level of absence due to sickness in the last two years (A)
· There is a potential in the future that the service desk will be operating a 24x7x365 operation, with a shift pattern to be determined. (A,I)
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