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Job Description  
Service Desk Analyst
Reports to: Service Desk Manager
General 
Customer service is to be recognised as the number one priority for all Academy IT Consulting Services staff. Every effort must be made to meet the needs of all customers/students by creating an atmosphere of hospitality and friendly cooperation in our relationship with students and fellow staff. 
Due to the diverse nature of the Academy IT Consulting Services operation, all staff are expected to show flexibility and initiative in new assignments. All Academy IT Consulting Services staff are always expected to exercise independence of judgement and initiative. 
Reporting to the Academy IT Consulting Service Desk Manager and working closely with all Academy IT Consulting Services Desk staff, the Information Technology Service Desk Analyst is responsible for resolving IT equipment and software issues, and providing IT support to our clients and personnel of Academy IT Consulting Services. 
In more detail these responsibilities include, but are not limited to the following:

Service Desk Analyst Responsibilities:
· Testing and analysing IT system and software performance.
· Resolving incoming client and personnel IT queries remotely via email, phone and remote connection protocol, or at the office.
· Prioritising and resolving IT concerns and escalating serious issues to relevant personnel.
· Documenting processes and maintaining service desk records.
· Making recommendations to optimise IT performance.

Service Desk Analyst Requirements:
· Willingness to learn the philosophies, objectives, policies and procedures of Academy IT Consulting Services operation. 
· Ability to exercise independent judgement and initiative.
· In-depth and current knowledge of computer programs and hardware.
· Experience in customer relationship management (CRM) and task management.
· Exceptional analytical and problem-solving skills.
· Advanced collaboration, communication, and interpersonal skills.
· Excellent organisational and time management skills.
· Ability to communicate effectively orally and in writing. 
· Initiative and desire to undertake additional training to upgrade own skills and abilities. 

Qualifications
· Certificate 4 or higher in information systems, or similar.
· [bookmark: _GoBack]At least two years' experience in an IT performance analysis and client support role.
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