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	Job Title
	Technical Service Analysts 

	Grade 
	D

	Directorate
	Technology

	Job Purpose
	1. Provides IT service analysis and support, ensuring appropriate levels of IT service delivery are maintained on an ongoing basis across CQC. Ensures issues are escalated to second and third line support as appropriate, in order to meet the needs of CQC for availability, performance and control.
2. Working with the Service Delivery Lead for the stream, the post holder will ensure that proactive and excellent customer service for their service stream is achieved through the effective delivery of day to day IT operations, working with training and operational support analysts to improve the overall service offering

	Accountabilities
	3. Support the development of the overall Digital strategy, by ensuring good levels of IT service are maintained, as well as an understanding of CQC business requirement.
4. Accepts, manages and resolves Incidents assigned to them within the agreed service levels, liaising with other parts of the department and 3rd party providers and suppliers as necessary.
5. Authorises implementations, moves and changes (IMACs) assigned to them in line with agreed criteria and service levels.
6. Handles requests for equipment and software in line with the approved policies ensuring authorised requests are dealt with within agreed service levels.
7. Register, communicates, dispatches and analyses all calls, reported incidents, service requests and information
8. demands.
9. Ensure monitoring and escalation procedures based on agreed service levels are effectively operated to ensure that incidents are appropriately escalated to second and third level support according to CQC’s priorities.
10. Ensure accurate recording of common problems, known errors and work arounds in order to share knowledge to improve customer service, as well as provide the development teams with the information required to solve these problems.
11. Contribute to the production of reports on service activity in order to measure service performance and service response and to identify trends or recurring problems, so service can be continually improved.
12. Subject matter expert in end user technologies, including smart phones, enterprise MFDs, wireless technologies.
13. Provide instruction and guidance to CQC staff on the use of equipment and software.
14. Administrative support of ICT governance bodies such as the Change Authorisation Board and maintenance of ICT records including the IT Asset Register.
15. Contribute to the production of required hardware and software audits.
16. Assisting with documentation creation and maintenance for processes and procedures
17. Have the appropriate knowledge, skills and experience to actively promote diversity and equality of opportunity, treat everyone with dignity and respect and avoid discrimination and act in accordance with CQC Values & Behaviors.
18. All duties commensurate with your role and responsibilities

	· Specific skills and experience
	19. At least ITIL Foundation Certificates in Service Management is desirable. Project Management experience or qualifications are beneficial but not essential.
20. Experience of working within I.T. support.
21. Ability to build strong relations with CQC colleagues, vendors and delivering a valued customer service.
22. Experience of providing training and guidance to end users on the use of equipment and applications.
23. Familiar with contributing to supplier service performance reports.
24. Experience of managing information related risks.
25. Thorough knowledge of management information (security, confidentiality and assurance). Systematic approach to handling information, with a keen eye for detail.
26. Good oral and written communication skills.
27. Understands the bigger picture and can make the link between issues.
28. Able to identify risk and escalate in order for benefit analysis to be conducted within a fast-paced environment, and to reassess priorities on a continual basis
29. Able to actively promote and safeguard equality, diversity and human rights through the duties of the role.

	Values & Behaviours


	Excellence
In my work for CQC:
· I set high standards for myself and others, and take accountability for results
· I am ambitious to improve and innovate
· I encourage improvement through continuous learning,
· I make best use of people’s time, and recognise the valuable contribution of others   

Caring
In my work for CQC:
· I am committed to making a positive difference to people’s lives
· I treat everyone with dignity and respect 
· I am thoughtful and listen to others
· I actively support the well-being of others

Integrity 
In my work for CQC:
· I will do the right thing
· I ensure my actions reflect my words
· I am fair and open to challenge and have the courage to challenge others
· I positively contribute to building trust with the public, colleagues and partners

Teamwork
In my work for CQC:
· I provide high support and high challenge for my colleagues
· I understand the impact my work has on others and how their work affects me
· I recognise that we can’t do this alone
· I am adaptable to the changing needs of others
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