
JOB DESCRIPTION

JOB TITLE:


FM Helpdesk Supervisor
RESPONSIBLE TO:

Helpdesk Manager
RESPONSIBLE FOR:
Helpdesk and Office Services Support 

ACCOUNTABLE TO:

Head of FM
JOB SUMMARY

The responsibility of the FM Helpdesk Supervisor is to support the Helpdesk Manager in the development, management and motivation of a team of Helpdesk Administrators to deliver excellent helpdesk support with outstanding customer service, satisfaction, and timeliness for our 120+ Care homes and support offices.  This position requires frequent contact with Homes and Home Managers, maintenance staff, contractors and other key stakeholders within the organisation.  Act as single point of contact for all FM related issues for the organization and implement methodologies to improve first call resolution, manage expectations and build strong relationships with the operation. 

In addition, the Helpdesk Supervisor will take a proactive part in supporting the Helpdesk Manager in the on boarding and performance management of contractors and suppliers
The Helpdesk Supervisor will also take a lead in providing cover for the CAFM Manager during periods of absence.  This will include learning and producing KPI and contractor reports from the CAFM system.   The Helpdesk Supervisor will carry out system updates and amendments in the absence of the CAFM Manager.
Key Responsibilities 

· To assist the Helpdesk Manager in delivering a valued, timely and above all efficient help desk service for the Residential Care Services Division providing a Contractor Liaison/Purchasing function.
· To assist the Helpdesk Manager in ensuring compliance with procurement policy, delegated sign-off limits/spend controls and monitoring of individual home budgets.
· Responsible for day to day operation of the Office Services Function and help manage the team when the Helpdesk Manager is not available to provide a timely effective service to the homes and the Facilities function managers.

· To review systems and processes with the FM Team and Operations ensuring that systems employed by the helpdesk are efficient, effective and ensure that requests to the Helpdesk are managed and reported from initiation to completion.

· To provide analysis on call volume, workload, average job processing time and overall average completion time.

· To agree and set performance targets for the above, report against progress and take corrective action where required.

· Ensure adherence to defined policies/procedures and to approved supplier and contractor lists.

· Build good working relationships with all stakeholders, key suppliers and contractors.
· In conjunction with stakeholders complete reviews of suppliers agreeing call-off lists and costs for equipment.
· Comply with the Company Appraisal system and attend an appraisal every year.

· Ensure updated mandatory training requirements are met.
· To identify and support T&D of team.

· To support Helpdesk Manager in identifying and delivering improvement opportunities across team in order to continuously improve the service offered to our customers.
This list of key responsibilities is not exhaustive and the post holder may be required to undertake other relevant and appropriate duties as reasonably required.

Customer Care

The operational teams, our service users and all visitors can be considered our customers and as such every FM role is a key piece of the package of services that must be provided in a timely fashion with a can-do attitude ensuring that they have an environment that is safe, clean, welcoming and above all is reflective of the quality care that care UK provides.
Health and Safety 

As an employee of Care UK, the post holder has a duty under the Health and Safety at Work Act 1974, to:-

· Take reasonable care of the health and safety of themselves and all other persons who may be affected by their acts or omissions at work.

· Co-operate with their employer to ensure compliance with Health and Safety legislation and the Health and Safety policies and procedures of the treatment centre, not intentionally or recklessly interfere with, or misuse, anything provided in the interests of health, safety, or welfare, in pursuance of any of the relevant statutory provisions.

Data Protection 

The post holder must at all times respect the confidentiality of information in line with the requirements of the Data Protection Act.  This includes, if required to do so, obtain, process and/or use information held on a computer in a fair and lawful way, to hold data only for the specified registered purposes and to use or disclose data only to authorized persons or organizations as instructed.

This list of duties and responsibilities is by not exhaustive and the post holder may be required to undertake other relevant and appropriate duties as reasonably required.

This job description is subject to regular review and appropriate modification.
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PERSON SPECIFICATION

	Criteria
	Essential
	Desirable

	Qualifications
	· NVQ level 3 or equivalent

	· NVQ level 4 or equivalent

	Experience
	· Working effectively and efficiently in a fast changing Helpdesk or contract management environment

· Reviewing and establishing effective systems of work, processes and controls

· Working on own initiative, identifying when positive changes can be made to improve delivery of Helpdesk Services and implementing them

· Supporting other Managers and colleagues with expertise of your area of responsibility.

· Managing and controlling contractors and suppliers developing KPI’s and Performance Targets.

· Working on multiple areas of responsibility with differing timescales and deadlines and on occasion similar deadlines

· Works effectively within a team

· Ability to manage a team
	· Experienced in delivering multiple work/service requests in a Telesales Customer Focussed Environment 

	Skills, Abilities and Knowledge
	· Knowledge of Helpdesk Delivery Requirements

· Understanding Budgeting, Finances, Capital Funding and Reporting

· Ability to plan workload and prioritise differing objectives

· Effective Communicator both verbal and written

· Ability to report effectively on progress and communicate to stakeholders at differing levels

· Ability to think quickly and action immediate to make positive changes

· Ability to fully use Microsoft Excel, Word, Power Point and Project  

	· Trained in Customer Care Environment 

	Personal Attributes
	· Customer focused

· Desire to continually improve

· Team player

· Use own initiative

· Calm professional and confident

· Enthusiastic

· Able to work flexibly

· Pleasant and helpful manner

· Reliable and Punctual

· Ability to adapt

· Supportive and leads by example
	

	Other
	· Adhere to equal opportunities and Care UK Policies and Procedures
	


