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HM Courts and Tribunals Service

Directorate:	Digital Technology Services (DTS)

Pay Band:	EO

Job Title:	Service Desk Analyst
	
Location:		National
Successful applicants will be expected to be office based 3 days per week (subject to business availability). The frequency may increase in the future.

There will be a requirement for some travel to the three main hubs (Salford, Birmingham, and London).  

EOs who work on the Service Desk will be covering the following operating hours: 

37 hours per week, across 5 days between Monday – Saturday. 

Hours of Support (UK Working Days Only)

Monday – Friday 0800 – 1800 

Saturday and UK Bank Holidays 0800 – 1600 (excluding Good Friday and Christmas Day) Bank Holidays are voluntary

Work hours and shift patterns will be agreed with local line managers in conjunction with the business needs of the role.

Term:	 	Permanent

Interview:		Video conference via Teams

[bookmark: _Hlk162443146]
Introduction: 
These are exciting times at HM Court and Tribunals Service (HMCTS). As an agency of the MoJ, we support the judiciary across England and Wales to deliver justice by running courts and tribunals and processing outcomes, and we are looking for talented people to help us achieve our ambitions. It will be challenging, important and rewarding.

HMCTS Digital and Technology Services (DTS) is a specialist technology directorate which provides support to HMCTS in the use of IT and Digital.

[bookmark: _Hlk172798611]DTS is committed to being a great place to work and part of our offer is brilliant training opportunities and support from expert colleagues. As well as that you’ll find flexible working, an inclusive culture and a place where your opinion is valued.

Please follow the link below for further information about HMCTS. www.gov.uk/government/organisations/hm-courts-and-tribunals-service


Job Description:

Digital & Technology Services is looking to expand the digital operations support team to help HMCTS and CPS transition and run great digital services. The role involves the processing and coordination of appropriate and timely responses to incident alerts, including channelling requests for assistance to appropriate functions for resolution, monitoring resolution activity, hastening and keeping clients appraised of progress towards service restoration. 

The ability to work both independently and as part of a team, proactively and with versatility in responding to changing circumstances is essential. You will be expected to take ownership of user problems and follow up the status on behalf of the user, communicating progress in a timely manner.

Key Responsibilities:

Working closely with Operational Services technical support teams, the main responsibilities of the role are:

· To act as a single point of contact for telephone calls and emails regarding digital and technology issues and handle requests for support following agreed procedures;
· To route calls to the appropriate business or third-party support desk as required;
· To receive and respond to monitoring alerts;
· To troubleshoots basic network issues;
· To utilise the Knowledge Base to provide advice or resolve incidents;
· Enter and maintain relevant records in the Service Management tool;
· Promptly allocate incidents to the appropriate resolver group;
· Request technical support from external suppliers where problems cannot be resolved in house, following agreed processes;
· Communicate progress and resolution of support requests in line with Service Level Agreements;
· Escalate issues as appropriate ensuring line mangers are aware of actions taken and management information;
· Maintain the asset database and tracks changes;
· Initiate and triage change requests, liaising with requesters to ensure that the correct information is inserted into the change ticket to allow for a smooth workflow;
· Working with the change manager to expedite changes where requested and appropriate;
· Initiating problem tickets in response to incidents that are deemed problems;
· Ensuring that problem owners keep the tickets up to date;
· The post holder will report to a Senior Service Desk Analyst

Skills & Experience

Essential Criteria:

· Experience of working in a medium to large first line IT service desk team (25+)
· Experience of working in a structured service delivery environment; 
· Experience of providing a wide range of end user device support advice;
· Excellent communication skills and telephone manner;
· Evidence of using continuous improvement tools to review and implement process improvements;
· Experience with ITSM (eg HALO, ServiceNow etc) ticketing system;

Desirable Criteria

· Knowledge of ITIL principles
· Knowledge of Service Desk Institute (SDI) best practice 
· Experience of Agile delivery approach 

Application process:

[bookmark: _Hlk100128852]The following areas of the Success Profile Framework will be used to assess and score your application during the sift, and interview. We recommend following the STAR format to demonstrate your examples at sift and during your interview. 

· Experience – As demonstrated in your application form, CV, and interview.
· Strengths – The interview will involve a discussion around 1 strength. 
· Behaviours – During the interview, you will be required to provide evidence of the following key behaviours at EO Level:

· Changing and Improving
· Making Effective Decisions
· Managing a Quality Service

Reserve List:
HMCTS run a Reserve List, where candidates who are unsuccessful at interview by only a few points, can be offered other roles, at the same band, for up to 12 months. You will be able to view your status via the application screen. If you have been added to the Reserve List, your status will show either Merit or Reserve list.
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