
	
Job Description

Job Title:				Admin Assistant/Helpdesk Operator

Location:				Fife Schools PPP1

Responsible to:			Facilities Manager

Liaise with:				Managers/clients/suppliers
					
Purpose of job/ Responsibilities:	The post holder will interact with our customers and suppliers ensuring a prompt, professional and efficient service, in terms of initial telephone or e-mail response, accurate recording of requests for service and escalating problems before they become issues.
	The post holder will schedule PPM and reactive work, with our customers and vendors ensuring a prompt, professional and efficient service.
	
Job Introduction
· To ensure the helpdesk operates professionally. 
· To manage the lines of communication between helpdesk and all other departments ensuring they operate efficiently 
· To achieve a high degree of customer and supplier satisfaction, achieving key performance indicators (KPIs) in respect to customer service, client knowledge, system knowledge and attendance as documented through the operator balanced scorecard.
· To operate a Helpdesk function across multiple sites and services.
· To provide admin support to Facilities Manager.

Main Responsibilities
· To accurately record details of the caller, problem and severity and ensure that the FM Manager is aware of situations which could develop into issues. 
· To work within and to, processes and procedures. 
· To respond quickly and efficiently to all requests in line with client service levels. Attention to detail when obtaining and inputting information
· To have a clear and professional telephone manner
· To achieve a high degree of customer and supplier satisfaction, applying logic and common sense to requests for assistance, ensuring that identified criteria are escalated in accordance with procedures. 
· Scheduling PPM, remedial and reactive work 
· Management and escalation of planned and responsive works
· Raising purchase orders 
· Run reports to show outstanding work orders contracts
· Complete Weekly Trading reports (E-ProphIT)

· To attend training and coaching sessions and incorporate any changes necessary in your duties, methods, working hours and procedures
· Identify any potential areas of improvement and highlight to your FM Manager
· To be flexible and adaptable to change
· Collating month end documents and generating reports
· Highlight any training needs and development as necessary to assist you in your duties and personal development.

Personal Specification
Essential
Technical Competencies
· Experience of operating a facilities management helpdesk (preferred) or call Centre Service.
· Developing productive working relationships with key customers and suppliers. 
· Experience of using the FM Helpdesk system or a similar system.
· Basic Understanding of computer hardware, peripherals and applications e.g. networks, shared files and folders, report creation. 
· Keyboard skills 
Behavioural Competencies
· Focusing on client & customer
· Delivering stretched results
· Act collaboratively 
· Personal and influencing skills
· Intellectual agility and willingness to learn

Desirable
· Technical Competencies:
· Knowledge of computer databases and their applications. 
· Experience of working to KPI’s and measurement information in a similar environment 
· Experience with Microsoft Word 
· Experience with Microsoft Excel 
· Experience with Microsoft office


Signed;- ……………………………. (Employee)				Date;- …………………



Signed;- ……………………………. (Manager)				Date;- …………………


image1.png
SO dex*c()






    Job Description     Job Title:         Admin Assistant/Helpdesk Operator     Location:         Fife Schools PPP1     Responsible to:       Facilities Manager     Liaise with:         Managers/ clients/suppliers               Purpose of job/ Responsibilities:   The post  holder will interact with our customers and suppliers  ensuring a prompt, professional and efficient service, in terms of  initial telephone or e - mail response, accurate recording of  requests for service and escalating problems before they become  issues.     The post holder will schedule   PPM and reactive work, with our  customers   and vendors   ensuring a  prompt, professional and  efficient service.       Job Introduction      To ensure the helpdesk operates professionally.       To manage the lines of communication between helpdesk and all other departments ensuring  they operate efficiently       To achieve a high degree of customer and supplier satisfaction, achieving key performance  indicators (KPIs) in respect to customer service, client knowledge, system knowledge and  attendance as documented through the operator balanced scorecard.      To operate a Helpdesk function across multiple sites and services .      To provide admin support to Facilities  Manager.     Main Responsibilities      To accurately record details of the caller, problem and severity and ensure that the  FM Manager  is aware   of situations which could develop into issues.       To work within and to, processes and procedures.       To respond quickly and efficiently to all requests in line with client service levels. Attention to  detail when obtaining and inputting information      To have a clear and professional telephone manner      To achieve a high degree of customer and supplier satisfaction, applying logic and common  sense to requests for assistance, ensuring that identified criteria are escalated in accordance with  procedures.       Scheduling PPM, remedial and reactive work       M anagement and escalation of planned and responsive works      Raising purchase orders       Run reports to show outstanding work orders contracts      Complete Weekly Trading reports (E - ProphIT)    

