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IT Service Desk Analyst

	

	Budget:
	NA
	Function: 
	Digital & Technology 

	Line Manager:
	IT Service Delivery Manager
	Direct Reports: 
	0

	Your Role

	
As IT Service Dest Analyst, you’ll be the first point of contact for IT incidents, problems, and requests, from accross the whole business. You’ll be ensuring right-first-time handling, resolutions and an excellent customer experience. You’ll work towards meeting agreed SLAs and KPIs and play a key part in keeping our technology running smoothly.

No day will be the same and your excellent customer service skills and top rate technical knowldge will ensure a fantastic experience for our customers.


	Your Responsibilities & Accountabilities:

	
· Maintain good relationships with customers and fellow support staff through effective communications skills and swift resolution of issues 
· Manages the expectations of all Simplyhealth colleagues via verbal and electronic communication
· Adherence to escalation procedures for service incident management. Responds to escalated, complex and high impact user calls in a timely fashion 
· Handle and resolve IT incidents and requests via our Service Desk. 
· Coordinate responses and escalate complex issues when needed. 
· Provide both face-to-face and remote support across the business. 
· Ensure adherence to incident management and escalation procedures.



	Key Experience:

	· Experience of working in a busy service delivery environment providing both face to face and remote support
· Familiar with call handling via tickets and resolving tickets to agreed service levels 
· Practical experience of logging, supporting and resolving incidents 
· Working knowledge of Office365, Windows 11, Intune, Active Directory, and SharePoint
· Proven experience of both face to face and remote support 
· High levels of initiative and ability to work with minimal support
· Ability to work independently and solve problems effectively 
· Strong communication skills and confidence engaging at all levels


	Our Values

	
Health and access to healthcare have never been more important. With this comes endless exciting possibilities for innovation and growth. The market is evolving quickly, so we need to ensure our customers have access to the leading-edge health solutions they expect and deserve, now, and for generations to come. We’re living in extraordinary times…




By reinventing ourselves, we will reach more customers, giving them increased access to affordable healthcare and unlocking our growth potential.  This next chapter is about transformational change for us.

This is our time to survive, drive and thrive…

This is our chance to get ahead and stay ahead. We will ensure our commercial success by moving into new areas of healthcare, and leading with preventative, breakthrough solutions. We will use innovative digital tools, embracing technology to create new partnerships and opportunities. We are passionate about helping every generation lead better lives and get the care they need in real time. 
To make this a reality, we need to challenge our ways of working, whilst keeping the customer at the heart of everything we do. To really make a difference, it’ll take every single one of us across Simplyhealth to step up.   

Our cultural movement...



To act with courage and curiosity, we can unlock the opportunities to help customers, colleagues and communities. To operate with trust and kindness, working alongside customers, delivering what they need to live their best lives, as well as supporting colleagues as they strive to be their best. Spotlight our passion for All together healthier, focusing on self-care and nurturing relationships. We must ensure we are a strong team - one that’s able to build healthier lives for all. We each have an important role to play in this next chapter. Everyone has the freedom to innovate and make a difference for our customers. We need to act at pace and take on newer, braver, creative approaches. We shouldn’t be afraid to fail fast and learn quickly. By being curious and continually pushing ourselves and each other, we will find new and better ways.


	Our Behaviours

	
	Courage and Curiosity
	Trust and Kindness
	All Together Healthier

	So we deliver profits for a purpose
	Because our customers, colleagues and communities are at the heart of what we do
	Enabling better health outcomes together

	· We make bold decisions and take considered risks, with customer and commerciality front of mind. 
· We make things happen and keep things simple.
· We always take the initiative and hold ourselves accountable for the delivery of great results.
· We ask questions and listen intently as every viewpoint and capability counts, and we have the courage to be honest and say what we think.

	· We invest in relationships to build trust and rapport.
· We listen carefully always trying to find ways to add value.
· We treat each other with care, compassion and kindness, celebrating and embracing differences.
· We strive to make a difference in society, unlocking opportunities for those in need.







	· We help every generation take control of their health.
· We start with self-care so we can show up at our best, every day.
· We are full of energy and pride in what we do. We focus on self-development to learn and grow, so we can stay up to date and add value.
· We innovate and collaborate on our best ideas. Together, we can drive the changes that are needed to help our business grow, and help our customers live their best lives.





	

	
· We have a ‘smart working’ policy with flexible remote working. In our team we work a split 3 days in the office and 2 working from home on a rota planned 3 months ahead. After training you would be expected to join this rota and split your time between home and our head office in Andover.
· Reasonable role and task flexibility expected given the seniority of the role.
· May be required to lead other business activities or projects in other parts of the Simplyhealth Group.
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