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As the Service Desk Team Leader, you will be responsible for technical support to colleagues across the business and at multiple whg sites.  You will lead a high performing team of IT Technicians, providing ‘hands on’ experience, supporting the team to deliver an exceptional service to colleagues in adherence with established ITIL aligned processes.

Reporting to the Service and Operations Manager you will work closely with the Service Delivery Manager and colleagues across the Digital, Data & Technology (DDaT) directorate, including IT Security, Infrastructure, Applications and Digital teams, to ensure all service requests, incidents, problems, asset and change records are coordinated effectively through the ITSM solution.

You will lead and develop your team, fostering a culture of continuous improvement, collaboration and service excellence.
									

What are my key responsibilities?

Service Desk
· Take ownership of the ITSM tool, including configuration and maintenance and the Incident Management process, supporting all whg core IT systems, both hardware and software.
· Work to reduce repeated incidents through effective problem management, recording known errors and liaising with colleagues across the DDaT team effectively to ensure stability and service transition of changes, upgrades and new functionality into business as usual. 
· Ensure Service Requests are triaged and prioritised, so colleagues across the business are supported within established internal service levels.
· Ensure all colleague onboarding, through ‘Starter, Mover, Leaver’ processes, is on time and adheres to security policies and role.
· Take ownership of the management of colleague Asset lifecycle in the recording and security of IT and colleague equipment through the ITSM, including the management of the WEEE recycling process.
· Actively own the ITSM knowledge base, ensuring standard operating procedures and colleague user guides are kept up to date and professionally presented while driving, where appropriate, effective self-service.
· Drive a culture of continual improvement across the Service Desk team, aligning and embedding processes within the ITIL framework and ensure established processes are followed.
Business Relationships
· Support the Service Delivery Manager to drive supplier governance through regular account reviews with external service providers, ensuring adherence to established and contractual service level agreements. 
· Produce statistical, SLA and KPI reporting on a weekly, monthly and quarterly basis and provide ad-hoc reporting as required.  Utilise trend analysis as required to assist in the targeting of resources and prioritisation.
· Arrange and attend internal meetings, standups and workshops with business stakeholders to understand their requirements from the IT service.
· Maintain high levels of colleague satisfaction and record and report accordingly through the ITSM and other applications.

Team Leadership and Development
· Lead your team by example to ensure colleagues are managed and supported in their roles, while fostering a collaborative, high-performing and customer-focused team.
· Provide clear direction, coaching and professional development to build expertise in technical support and service delivery.
· Promote a culture of accountability, innovation, and continuous learning across the team.
· Deputise for the IT Service and Operations Manager and/or Service Delivery Manager as required.
									

Relationships

You will report to the IT Service and Operations Manager and have line management responsibility for a team of IT Technicians. 

You will work closely with the Service Delivery Manager to deliver exceptional service to colleagues and the business from the Service Desk and external service providers.  

Work in partnership with the End User Compute Analyst on Problem Management, client device build and configuration requirements, including documentation and training across to the Service Desk team.

This role is a face to face and a customer-focused one, primarily based in our head office, maintaining relationships with stakeholders across the business including system owners, functional leads and external suppliers to ensure the service delivers value and stability.
										

Role Requirements: 

There are certain qualifications and experience that we are looking for to operate effectively as Service Desk Team Leader, specifically:

Qualifications
· Degree in a technology or related field, or equivalent experience.
· Must hold an appropriate professional qualification or have equivalent demonstrable experience (for example ITIL, TOGAF, or a vendor-specific certification such as Microsoft).
Experience and Knowledge
· Proven experience within a Service Desk environment and SLA delivery.
· Strong understanding and demonstrated experience of ITIL processes
· Understanding of ITIL and Agile principles and their application in enterprise environments.
· Working knowledge of cyber security, data protection, and compliance standards.
Skills and Qualities
· Strong communication and stakeholder management abilities, including the ability to translate technical concepts into business language.
· Analytical and problem-solving mindset with attention to detail and quality.
· Skilled at prioritising work, managing competing demands, and delivering to deadlines.
									
whg’s values and behaviours 

At whg we have an ambitious aim to be an exceptional place to work that attracts, develop and retains talent. We recognise that our success as a business depends largely on the quality and commitment of our colleagues; our values set out in our 2030 plan identify the behaviours that we expect all colleagues to display at whg. 
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	Trustworthy
You can rely on us. We are honest in everything we do.
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	Accountable
Taking responsibility for our actions and owning the delivery of our promises.
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Excellent
Striving to be the best and delivering the best outcomes for customers and the organisation.
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Respectful
Valuing people and treating everyone with empathy and fairness.
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Collaborative
Achieving great things by working together.





Please note that this job description is not part of a Contract of Employment nor can it be exhaustive.  It is a guide to the tasks and responsibilities envisaged for the post and, as such, will change and evolve to reflect the changing needs of whg.
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