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Job Description  
Service Desk Manager
Reports to: Information Technology 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 Information Technology Manager and working closely with all Academy IT Consulting Services Desk staff and other business group managers, the Service Desk Manager is responsible for performing both technical and administrative tasks, such as solving technical problems, managing team performance, and controlling service quality; including managing projects, fixing reliability issues, tracking service metrics, managing budgets, and leading the service delivery team. Providing and maintaining good customer relationships in support to our clients and personnel of Academy IT Consulting Services and maintaining good customer relationships at all times. 
In more detail these responsibilities include, but are not limited to the following:

Senior Service Desk Analyst Responsibilities:
· Responsible for maintaining a constant focus on customer service as the number one priority of a Service Desk Manager Responsibilities and ensuring the highest possible level of customer relations at all times. 
· Responsible for reviewing and resolving problems/complaints efficiently and effectively, ensuring the highest possible level of customer acceptance and satisfaction.
· Responsible for encouraging the development of and maintaining effective and co-operative working relationships with client groups, customers and members of the public.
· Maintaining positive relationships with customers.
· Identifying customer needs and overseeing service delivery within the business context.
· Leading the service desk team, managing conflict, and ensuring the team's processes and tasks are carried out efficiently.
· Managing finances and budgets.
· Determining ways to reduce costs without sacrificing customer satisfaction.
· Assessing customer feedback and using your creativity to establish, improve, and refine services.
· Remaining organized and meeting deadlines.
· Building partnerships and liaising with team leaders to determine the company's services, delivery criteria, and solutions for issues that may arise.

Service Desk Manager Requirements:
· Willingness to learn the philosophies, objectives, policies and procedures of Academy IT Consulting Services operation. 
· Ability to exercise independent judgement and initiative.
· Experience in customer service, leadership, and logistics.
· Exceptional IT and business skills
· Advanced collaboration, communication, and interpersonal skills.
· Excellent organisational and time management skills.
· Strong customer service, project management, and quality control skills.
· Good resource planning skills.
· Excellent leadership and customer service skills.
· [bookmark: _GoBack]Strong teamwork skills and attention to detail.

Qualifications
· Degree in a business-related field, or similar.
· IT Industry qualifications.
· Previous leadership experience in a similar role.
· Strong knowledge of the Information Technology Industry and logistics.
· ITIL 4 certification.
· Proficient understanding of the IT Service Management frameworks.
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