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Job Description: Helpdesk Supervisor


















































	Function:
	

	Position:  
	Helpdesk Supervisor 

	Job holder:
	

	Date (in job since):
	

	Immediate manager 
(N+1 Job title and name):
	Helpdesk/Reception Manager Paula Cox 

	Additional reporting line to:
	
Senior Operations Manager Christine Webb 

	Position location:
	FM Building 

	

	1.  Purpose of the Job – State concisely the aim of the job.  

	· Creating team rotas to ensure the Helpdesk/Reception is staffed effectively and within budget.
· Monitoring random calls to improve quality, minimise errors and track individual performance.
· Supporting all areas when required (covering Helpdesk / Reception shifts) over a 24 hour / 7-day period
· Adept at contingency planning
· Daily updating payroll system – Pro WFM - uploading annual leave, sickness, clearing exceptions
· Completing quarterly PUWER checks
· Completing individual Competency checks
· Completing staff Personal Development Reviews
· Management of sickness and all absences including Return to Work interviews and issuing Improvement Notices when required
· Conducting staff absence reviews 
· Carrying out staff Display Screen Equipment assessments
· To receive, log and process service requests
· Skilled in using CARPS, Traczo and Maximo
· Contribute to the delivery of a quality 24hr Helpdesk and Reception service in accordance with specification standards and carrying out operative duties when necessary. 
· Liaising with all Sodexo Services and Client






	[bookmark: _Hlk114141570]5.  2.  Main assignments – Indicate the main activities / duties to be conducted in the job.

	

· Required to gain knowledge of hospital layout, service standards and equipment requirements including Carps, Traczo and Maximo
· Daily updating payroll system – Pro WFM - uploading annual leave, sickness, clearing exceptions
· Interviewing and arranging training schedules for new staff
· Delivery of monthly mandatory training
· Carrying out and updating Risk Assessments
· Delivery of monthly staff Huddles -  informing of local site and wider business news
· Knowledge of Microsoft Office products including Word, Excel and Outlook.
· Works to agreed schedule ensuring compliance with procedures.
· Follow Trust policies, procedures, practices and service delivery for own work area and monitors that others also comply. 
· Implements changes in the delivery of Helpdesk service.
· To help maintain a safe working environment.
· To comply with the company’s policies and procedures.
· Observe all Health and Safety regulations and policies appertaining to staff.
· To undertake the duties of other staff as necessary to ensure the maintenance of the service.
· To give advice and full co-operation to colleagues and Trust staff in a prompt manner.
· To deal with customer complaints, refer to managerial staff where necessary
· Demonstrate commitment to the department.
· To encourage and maintain good working relationships with all users of Helpdesk and domestic admin services.
· Maintain a professional attitude at all times.
· Attend meetings as required.
· Develop close and effective working relationships with all service managers and supervisors.
· Persuasive skills for staff, patients and relatives.
· Train new staff.
· Work to departmental protocol when working on wards, departments and all other areas of the Trust.
· Complete work records as required.
· Report any problems that cannot be adequately resolved to their line manager/supervisor
· Work to Managers instructions in accordance with specified standards and in accordance with Helpdesk methods of work/procedures.
· Concentrate on inputting data and allocating tasks.
· Dealing with difficult and emotional situations and requests.
· Call response times maintained within required service standards.
· Requests recorded and process within service standards. 




	2.  3.  Context and main issues – Describe the most difficult types of problems the jobholder must face (internal or external to Sodexo) and/or the regulations, guidelines, practices that are to be adhered to.

	
· Conform with any relevant legislative and codes of practice appertaining to Health and Safety Legislation.
· To receive, log and process service requests in a timely manner to ensure compliance to Trust policy and procedure.
· To ensure that confidentiality is maintained at all times in conjunction with the Trust Confidentiality Policy.
· Liaising with members of the public, site staff and patients
· Attending monthly site Health and Safety meetings
· Budgeting of costs including uniform and equipment ordering






	4.  Accountabilities – Give the 3 to 5 key outputs of the position vis-à-vis the organization; they should focus on end results, not duties or activities.

	
· Conform with any relevant legislative and codes of practice appertaining to Health & Safety Legislation.
· To monitor areas of responsibility according to contractual requirements
· Ensure that requests are recorded and processed with in accordance with the service standards.
· To undertake/carry out training as required.
· To work as part of a team contributing to the development of the service we provide.





	2. 5. Dimensions – Point out the main figures / indicators to give some insight on the “volumes” managed by the position and/or the activity of the Department.

	




	6. Job profile – Describe the qualifications (Education & experience), competencies and skills needed to succeed in the position.

	
· Ability to ambassador the company values.
· Ability to work as part of a team contributing to the development of the service we provide.
· IT literate including knowledge of Microsoft Office products e.g. Word, Excel and Outlook.
· Excellent customer service skills and effective complaints handling.
· To act on their own initiative and adapt quickly to change.
· Understanding of confidentiality constraints and sensitives. 
· Understanding customer care.
· Ability to listen and have good communication skills.
· Adaptable and self -motivated.
· Accuracy and attention to detail. 





	2. 7.  Organization chart – Indicate schematically the position of the job within the organization. It is sufficient to indicate one hierarchical level above (including possible functional boss) and, if applicable, one below the position. In the horizontal direction, the other jobs reporting to the same superior should be indicated.

	



Senior Operations Manager Christine Webb



Helpdesk, Reception Manager 
Paula Cox 



Head of Talent

Helpdesk, Reception Supervisors



                                                                        Receptionists
Helpdesk Operatives










	



Levels
	
	· 
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