	Ref No.: FOI/2627/SG19086

	Date FOI request received: 17/07/2026

	Date FOI response: 31/07/2026

	REQUEST & OUR RESPONSE:   
1.     Is the Trust’s IT service desk/helpdesk managed by the Trust’s internal team/s or outsourced in whole or part?

OUR RESPONSE: 

Managed by the Trust’s internal teams.

2.     What, if any, elements of the IT service desk/helpdesk and clinical system management are provided through an external managed service provider or external resource?

OUR RESPONSE: 

None
3.     Please provide details of any current organisational charts, governance documents, operating models, or role descriptions relating to the Trust’s IT service desk/helpdesk, including the use of internal staff, contractors, temporary resource augmentation, or managed service providers

OUR RESPONSE: 

Please see attached Documents 
4.     Please provide details of any third-party suppliers, frameworks, or managed service providers currently supporting the Trust’s service desk and/or helpdesk management and clinical system support functions, including:  supplier name; 

·   service provided; 

·   contract start/end dates; 

·   procurement framework used (if applicable); and 

    annual contract value where held. 

OUR RESPONSE: 

N/A

5.     Please provide details of any current or planned digital transformation programmes, improvement initiatives or projects related to the delivery of IT service management, IT service desk/helpdesk and end user computing services

OUR RESPONSE: 

The organisation is currently implementing ServiceNow as its new IT Service Management (ITSM) platform to modernise and improve the delivery of IT service management and service desk functions.

6     Please provide details of any planned or anticipated procurement exercises, contract renewals, workforce expansion programmes, or technology investments relating to IT service management and IT service desk/helpdesk services that are currently approved or in procurement planning documentation. 

For clarity, I would prefer to receive the information electronically by email where possible.

If any part of this request is unclear, please let me know as soon as possible so that I may refine or clarify the request.

If you consider that any exemptions apply to the information requested, please provide:

details of the exemption(s) relied upon; and

an explanation of why the exemption applies.

If the information requested is already publicly available, please direct me to the relevant publication or webpage.

OUR RESPONSE: 

There are no planned or anticipated procurement exercises 



	Attachments: 
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JOB DESCRIPTION AND 
PERSON SPECIFICATION FOR: 


Service Desk Team Leader 


AGENDA FOR CHANGE BAND: 6 


HOURS AND DURATION; 37.5 hours per week covering shift patterns 
responsible from 7am to 8:30pm 


AGENDA FOR CHANGE 
REFERENCE NUMBER: 


2496 


DBS  LEVEL: None Required 


REPORTS TO: 
 


Service Desk Manager 


ACCOUNTABLE TO: 
 


Technical Services Manager 


LOCATION: The post holder will initially be based at the location 
specified in the job advertisement and the Contract of 
Employment.  However, the Trust reserves the right, 
with consultation, to relocate post holders to any base 
within the Trust in line with service requirements. 
 


JOB SUMMARY: 
 
LHIS post is to act as 1st line team leader of the Service Desk function of the LHIS.  They will 
be expected to devise, operate and manage within Service Level Agreement/Operational 
Level Agreement standards expected by customers for the first line Service Desk function and 
ensure that CfH accreditation is maintained. LHIS role will have the responsibility for providing 
the strategic vision required for implementing, maintaining and monitoring the LHIS Service 
Desk, as well as communicating highly complex IM&T issues in a clear manner to non IM&T 
staff/suppliers.  LHIS role will also be responsible for the design, implementation and testing 
of procedures within own area and for taking ownership of issues that are yet to be resolved, 
only escalating where required.  LHIS post holder will need to operate within a demanding 
environment ensuring that the service desk analysts follow procedures that have been 
developed. 
 
The service desk will have responsibility for logging all calls, owning all calls until closure, 
progress chasing, processing and performing user account management. 
 
The role will be expected to monitor the performance of the Service Desk Analysts using 
self-devised Key Performance Indicators standards, requesting reporting information as 
required from the Customer Services Manager and escalating and owning issues as the 
arise. 
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MAIN DUTIES AND RESPONSIBILITIES: 


1. To lead a customer service desk with well-motivated customer focussed staff which 
will act as the first point of contact for LHIS Service end-users, ensuring that all calls, 
emails and faxes to the LHIS are answered, logged and dealt with appropriately. 


2. To create and implement a strategy for providing high quality first-line service desk 
facilities, including resource management plan and continuity and contingency 
management. 


3. To lead the National Service Desk Accreditation process within LHIS, attending 
meetings, providing management responses to maintain accreditation for LHIS 
Service Desk. 


4. To ensure that the Service Desk understands Service Level Agreement and 
Operational Level Agreement agreements and that issues falling within these 
agreements are owned by the Service Desk and performance managed to resolution. 


5. To author, set Key Performance Indicator measures and act upon reports for all 
Service Desk Analysts performance including telephone statistics and incident 
management statistics. 


6. The assist with the creation of a knowledge base to share throughout the whole of the 
LHIS function based on cleared issue logs, commercial knowledge bases (e.g. 
Technet). 


7. Liaise with third-party suppliers to remedy faults, assist with implementing planned 
activity and assist with bespoke roll-out plans for national technical developments. 


8. To analyse, investigate and resolve highly complex IM&T queries, where there are a 
number of options, as well as analysing user requirements which may require 
configuration of software and hardware 


9. To ensure that the clients of the LHIS are supported by the Service Desk team with 
regards to Account management, GP connections for messaging and browsing, basic 
desktop system issues, mobile phones and application software for all LHIS customer 
buildings.   


10. To set the strategy and targets for, and manage, a balance of ensuring that the 
Service Desk Team either resolve all calls within Service Level Agreement standards 
or refer to the appropriate second line support team, thus ensuring maximum 
telephone availability whilst continuing to ensure LHIS is meeting its Service Level 
Agreement obligations with its clients. 


11. To prioritise workload of more junior staff in the team, as well as undertaking day-to-
day line management tasks e.g. recruitment, appraisal, performance and training. 


12. To Develop Key Performance Indices to measure the quality of the service provided 
by the Service Desk 


13. To deliver training on a wide range of IM&T subjects in own specialism to other staff 
and organisations and to differentiate between Technical and Training difficulties of 
end-users with a view passing on shortfalls in their skills to the LHIS IT Training 
Service. 


14. To maintain computer systems, user IT accounts so that they are kept up to date and 
that access to the suite of applications is appropriate to their network access request 
form, as well as being responsible for introducing adapting and improving IM&T 
systems in own area of responsibility.  


15. To follow up resolution of issues to ensure that users are satisfied, owning complaints 
of service for further investigation. 


16. To progress chase internal and 3rd Party engineers, external engineers and suppliers 
to ensure that users' expectations are managed, and that the response is timely. 


17. Sets own objectives and has freedom to act to implement strategy as required within 
own area, working within broad professional policies; advises without reference to 
manager. Acts as a lead specialist in own area. 
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18. To act as the ultimate (and primary) escalation point for the Service Desk function, 
taking appropriate management action where necessary to resolve or further escalate 
the incident. 


19. To ensure that any IM&T related risks identified through the Service Desk function 
are incorporated in the LHIS departmental risk register, escalating immediately if 
considered high risk and owning until resolution. 


20. To performance manage Service Desk Analysts as their performance may dictate 
ensuring SDAs are motivated to deliver high quality 1st line technical support.  


21. To ensure continuous operational functionality of the Service Desk function through 
periods of annual leave, sickness and absence. 


22. The post holder is required to comply with and actively promote the Organisation’s 
equal opportunities policy. 


23. LHIS job description is not exhaustive but is intended to outline the main roles and 
responsibilities of the post holder.  It will be subject to regular review and amendment 
in consultation with the post holder. 
 


LHIS job description is not exhaustive but is intended to outline the main roles and 
responsibilities of the post holder.  It will be subject to regular review and amendment in 
consultation with the post holder. 
 


COMMUNICATION AND WORKING RELATIONSHIPS: 
 
Internal 
 


• All staff within LHIS at all levels. 
 
External 


• All customers of LHIS at all levels. 


• System Suppliers and Technical Consultants. 


• NHS Digital National Service Desk Teams. 


• Service Management System Suppliers. 


• Product Supplier-Technical Support.. 


 


ENVIRONMENTAL FACTORS: 
 
Physical Effort 
• Occasional Lifting and moving of Desktop equipment. 
• Prolonged periods sitting at desk, using a computer and screen. 
 


Mental Effort 
The post holder will be required to be professional and keeping calm when having to 
defuse situations involving irate, aggressive users who are frustrated with the service 
provided. 
 
Provide an initial diagnostic service when information is being provided by users with very 
little knowledge and understanding of PCs.  
 
To concentrate on the information provided by the user, to ensure that the correct advice 
or instructions are issued and appropriate fixes are applied.  
Emotional Effort 
The post holder will be dealing with the systems holding confidential and sensitive 
information. The post holder will need to be able to handle information and situations over 
the phone sensitively and utilise excellent communication skills.   
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Working Conditions 
     The post holder will need to be able to use a computer regularly throughout the day  within 


an open plan office environment. LHIS role will involve dealing with large volume of 
incoming support calls and working within a fast paced working environment 


The job description is not exhaustive and will be reviewed in the light of changing needs and 
organisational development. Any changes will be discussed with the post holder who may be 
required to carry out the duties appropriate to the grade and scope of the post. 


 
 
OUR LEADERSHIP BEHAVIOURS: IT STARTS WITH ME 
 
Our leadership behaviours framework set the standards of expectation we aspire to in our 
daily work. Meeting these standards and developing the capability to exceed them, will not 
only ensure that we continue to improve and respond flexibly to changing needs as an 
organisation, but will also help our staff to fulfil their potential, both in terms of personal 
achievement and career advancement.  
 
The behaviours we expect to see at LPT are: 
 


 
 


 
ADDITIONAL INFORMATION 
The NHS is in a period of continuing change due to developments and rationalisation of 
services. LHIS will lead to a modification of structures and job descriptions. The post holder 
will be expected to co-operate with changes, subject to consultation, at any time throughout 
the duration of their contract.  
 
MOBILITY 
The person specification for the role will detail the mobility requirements of the post.  
However, employees may be required to work at any of the other sites within the organisation 
subject to consultation.  
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POLICIES AND PROCEDURES 
All staff should comply with the Trust’s Policies and Procedures.  It is the employee’s 
responsibility to ensure that they are aware of the relevant Policies and Procedures for their 
area of work.  Key Policies and Procedures will be explained as part of local induction 
arrangements 
 
SAFEGUARDING CHILDREN AND ADULTS 
The Trust takes the issues of Safeguarding Children and Adults, and addressing domestic 
violence very seriously.  All employees have a responsibility to support the Trust in its duties by 
adhering to all relevant national and local policies, procedures, practice guidance and 
professional codes; promptly reporting any concerns to the appropriate authority in line with 
safeguarding policy and guidance; attending mandatory training on Safeguarding children and 
adults; being familiar with individual and the Trust’s requirements under relevant legislation.   
 
MENTAL CAPACITY ACT 
All clinical staff will be aware of their responsibilities under the Mental capacity Act and will 
ensure that assessment for Deprivation of Liberty Safeguards is in place for any patient that is 
deemed to lack capacity to consent to their care and treatment. 
 
MAKING EVERY CONTACT COUNT 
All staff are positively encouraged to contribute to improving health for themselves, their patients, 
service users and colleagues. LHIS happens when, in everyday contact, the opportunity is taken 
to raise the subject of choosing better health by stopping smoking, reducing alcohol intake, eating 
more healthily and becoming more active. The Trust’s Making Every Contact Count programme 
has further information.   
 
HEALTH AND SAFETY 
It is the duty of all employees of the Trust to ensure that a safe working environment and safe 
working practices are maintained at all times.  Any specific duties you are required to fulfil as 
part of the job you are employed to undertake will be detailed as part of your job description. 
All employees must comply with the duties imposed on them by the Health and Safety at Work 
Act 1974, i.e. 


• To take responsibility for the Health and Safety of themselves and of other persons who 
may be affected by their acts or omissions at work. 


• To co-operate with their employer as far as is necessary to meet the requirement of the 
legislation. 


• Not to intentionally or recklessly interfere with or misuse anything provided in the interest 
of health and safety or welfare 


These duties apply to all staff whenever and wherever they are engaged on Trust business. 
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DATA PROTECTION 
In line with national legislation, and the Trust’s policies, you must process all personal data fairly 
and lawfully and in a transparent way, for the specific, explicit and legitimate purpose(s) it was 
obtained and not disclosed in any way incompatible with such purpose(s) or to any unauthorised 
persons or organisations, unless a lawful exemption applies. 
The post holder must be familiar with and comply with the all Trust Policies on Data Protection, 
Confidentiality and Information Security and requests for personal information. 
The post holder must be familiar with and comply with the General Data Protection Regulation 
and Data Protection Act 2018.  
 
Personal Data must be: 


• Processed lawfully, fairly and in a transparent manner 


• Collected for specified, explicit and legitimate purposes and not further processed in a 
manner that is incompatible with those purposes 


• Adequate, relevant and limited to what is necessary 


• Accurate and where necessary, kept up-to-date 


• Kept in a form which permits identification of data subjects for no longer that is necessary 
for the purposes which it is processed 


• Processed in manner that ensures appropriate security, including protection against 
unauthorised or unlawful processing and accidental loss, destruction or damage 
 


CONFIDENTIALITY 
The Trust attaches the greatest importance to patient confidentiality and to the confidentiality of 
personal health data, personal data and other data held and processed by the Trust.  All data 
should be treated as confidential and should only be disclosed on a need-to-know basis.   
 


Some data may be especially sensitive and is the subject of a specific organisation policy, 
including information relating to the diagnosis, treatment and/or care of patients and service 
users, as well as individual staff records.  Under no circumstances should any data be divulged 
or passed on to any third party who is not specifically authorised to receive such data.  In 
addition, staff must not access personal information unless authorised to do so as part of their 
role.  
 
Due to the importance that the organisation attaches to confidentiality, disciplinary action will be 
considered for any breach of confidentiality.  All members of staff are expected to comply with 
national legislation and local policy in respect of confidentiality and data protection. 
With the increased use of information technology and e-communications, staff should also be 
aware that safe guards are in place to protect the privacy of individuals when using these 
mechanism, both inside and outside of work. LHIS includes the use of social media i.e. 
Facebook, Twitter, Snapchat etc. Where privacy is breached disciplinary action will be 
considered. 
 
All employees should be mindful of the seven Caldicott principles when dealing with person 
identifiable information. 
 


1. Justify the purposes of using confidential information 
2. Only use it when absolutely necessary 
3. Use the minimum that is required 
4. Access should be on a strict need to know basis 
5. Everyone must understand LHIS or her responsibilities 
6. Understand and comply with the law 
7. The duty to share information can be as important as the duty to protect patient 


confidentiality 
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If there is any doubt whether or not someone has legitimate access to information, always check 
before you disclose. 
 
EQUALITY AND DIVERSITY 
We aim to design and provide services and employment practices that meet the diverse needs 
of our service users and staff, ensuring that none are placed at a disadvantage over others. 
You will be expected to take into account the provisions of the Equality Act 2010 to advancing 
equal opportunity. You must to act in your role to ensure that no one receives less favourable 
treatment due to their protected characteristics i.e. age, disability, gender reassignment, 
marriage and civil partnership, pregnancy and maternity, race, religion or belief, sex (gender) 
or sexual orientation. 
 
In carrying out its functions, you must have due regard to the different needs of different 
protected equality groups in their area. 
 
INFECTION CONTROL 
All employees have a responsibility to protect from infection themselves and other people, 
whether they be patients, other staff or visitors, as well as making all reasonable effort to reduce 
or prevent the risk of infection in their working environment. All staff have a duty to make 
themselves familiar with and comply with Infection Prevention and Control Policies and 
Procedures, carry out duties required by legislation such as the Health and social care Act 2008 
(updated 2015) (and subsequent legislation), and to attend mandatory training relating to 
infection prevention and control. 
 
COUNTER FRAUD 
Staff are expected to report any incidences of potential fraud to the Counter Fraud Helpline on 
0800 028 40 60.  
SMOKING AT WORK 
The Trust has a “Smoke Free Policy”, which applies to: 


• All persons present in or on any of the Trust grounds and premises 


• All persons travelling in Trust owned vehicles (including lease cars) whilst on official 
business. 


• Privately owned vehicles parked on Trust grounds or when transporting Service Users, 
Visitors on official Trust business. 


• When wearing an NHS uniform.  


Qualifications (Equivalent 
qualifications will be 
considered where their 
equivalency can be 
demonstrated) 
 
2.1 Qualified to Degree Level or 
equivalent skills or experience in 
IT Service Management 
 
2.2 Formal training in relevant 
industry information management 
and technology disciplines such 
as MCSE, MCP or relevant 
experience to LHIS standard 
 


 
 
 
 
 
 


3 
 
 
 


1 
 
 
 
 
 


3 


 
 
 
 
 
 


X 
 
 
 


X 
 
 
 
 
 


X 
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2.3  ITIL Foundation Qualification 
or relevant experience 
 


 
 


 


Knowledge and Skills 


3.1 An excellent understanding of 
the following aspects of IT:- 
SLAs 
Networks & Telecoms 
PC architecture, Windows XP and 7 
MS Office 2003 and 2010,  
Printers (networked & standalone) 


 
3.2 A good overall knowledge of 
the following products:-WANs, 
TCPIP, Exchange. 
 
3.3 CfH Accreditation Standards 
and Process. 
 
3.4 Knowledge of ITIL, knowledge 
bases, configuration management 
and change control. 
 
3.5 Ability to communicate with 
people with differing levels of 
technical knowledge, altering 
phrasing and language as required 
 
3.6 Ability to perform duties under 
tight deadlines. 
 
3.7 Very High problem solving 
capabilities.  
 
3.8 Ability to concentrate where 
work pattern is unpredictable & to 
concentrate for long periods when 
working to resolve issues. Ability to 
work unsupervised for long periods. 
 
 
3.9 High attention to detail and 
outstanding accuracy when 
recording information into computer 
systems 
 
3.10 Pleasant, professional 
telephone manner, ability to 
communicate sympathetically 
 
3.11 An ability to receive policy and 
procedure and implement 
throughout own area of work quickly 
and effectively. 


 
 
3 
 
 
 
 
 
 
 
3 
 
 
 
1 
 
 
3 
 
 
 
3 
 
 
 
 
3 
 
 
3 
 
 
3 
 
 
 
 
 
 
 
3 
 
 
 
 
3 
 
 
 
3 
 
 


 
 


X 
 
 
 
 
 
 
 


X 
 
 
 
 
 
 


X 
 
 
 


X 
 
 
 
 


X 
 
 
 
 
 


X 
 
 
 
 
 
 
 


X 
 
 
 
 
 
 
 
 


X 


 
 


X 
 
 
 
 
 
 
 


X 
 
 
 


X 
 
 


X 
 
 
 


X 
 
 
 
 


X 
 
 
x 
 
 


X 
 
 
 
 
 
 
 


X 
 
 
 
 


X 
 
 
 


X 
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3.12 Ability to control difficult 
escalation situations involving a 
difference of opinion 


 
 
3 
 
 
 


 
 


X 


Experience (both work and ‘life’ 
related)   
 
4.1 Relevant experience in IT 
service desk management role 
exposed to large corporate 
networks to industry best practice. 
 
4.2 Relevant experience of working 
with the NHS.  
 
4.3 Experience of extensive usage 
of service desk software such as 
BMC Remedy/Helix 
 
4.4 Experience of handling HR 
related situations, including 
Sickness Absence, Performance 
and difference of opinion. 
 
4.5 Experience of Service Level 
Agreement definition. 
4.6 Can demonstrate experience of 
the Leicestershire patch, having 
already developed key working 
relationships with site managers 
with a good awareness of regular 
incident patterns and proven 
solutions. 
 
4.7 Experience of working within an 
environment governed by policies 
and procedures. 
 
4.8 Relevant experience of 
manipulating data and information 
out of computer databases to 
provide KPIs. 
 
4.9 Can demonstrate experience of 
devising, analysing performance 
managing of KPIs within a service 
desk environment. 
 
4.10 Can demonstrate experience 
of devising and implementing 
process and procedure change 
within a service desk environment. 
 


 
 
 


3 
 
 
 
 
3 
 
 
3 
 
 
 
3 
 
 


 
 


3 
 
1 
 
 
 
 
 
 
 
3 
 
 
 
3 
 
 
 
 
3 
 
 
 
 
3 
 
 
 
 


 
 
 


X 
 
 
 
 


X 
 
 


X 
 
 
 


X 
 
 
 
 


X 
 
 
 
 
 
 
 
 
 


X 
 
 
 


X 
 


 
 
 
 
 
 
 
 
 
 
 
 
 
 
 


X 
 
 
 
 


X 
 


X 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 


X 
 
 
 
 


X 
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4.11 Can demonstrate experience 
in working in partnership with 
external assurance audit to satisfy 
customers of process.  


3 
 
 
 


X 


Personal Attributes 
 
5.1 Flexible, enthusiastic and 
committed  
 
5.2 Evidence of continuing personal 
development. 
 
5.3 Work under tight deadlines. 
 
5.4 Evidence of leading a team in 
high pressure environments 
 
5.5 Must be able to demonstrate 
commitment to customer facing 
service.   
 
5.6 Must be committed to self-
development and be enthusiastic 
about acquiring new skills and 
embracing new technologies. 
 
5.7 Must be able to carry, move 
equipment without aids e.g. fixing 
printers, computers / Frequent 
requirement to carry / move 
equipment without aids e.g. fixing 
printers, computers 
 
5.8 A high level of communication 
skills will be required to engage 
Public Sector IT leaders and local 
communities in IT service 
development.  Highly developed 
interpersonal, negotiation, 
influencing and conflict management 
skills required to communicate 
controversial service improvement or 
organisational change issues within 
the finance arena. 


 
5.9 Proven Team worker with 
ability to motivate others. 
 
5.10 With notice must be able to 
commit to working outside of core 
hours, with occasional evening and 
weekend working. 
 
5.11 Flexibility to cover different 
shift patterns which can be 


 
 
3 
 
 
3 
 
 
3 
 
3 
 
 
3 
 
 
 
3 
 
 
 
 
3 
 
 
 
 
 
 
3 
 
 
 
 
 
 
 
 
 
 
3 
 
 
3 
 
 
 
 
3 
 
 


 
 
 
 
 


X 
 
 
 
 
 
 
 


X 
 
 
 
 
 
 
 
 


 
 


X 
 
 
 
 
 


X 
 


X 
 
 
 
 
 
 


X 
 
 
 
 


X 
 
 
 
 
 
 


X 
 
 
 
 
 
 
 
 
 
 
 


X 
 
 


X 
 
 
 


X 
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subjected to change depending on 
Service requirements. 
 
5.12 Will be required to travel 
occasionally at a National level 
which and could lead to early starts 
or late evenings to make meetings 
as a result or occasional overnight 
stops in hotels 
 


 
 
3 
 


 
 


X 
 
 


Standard Requirements 


Commitment to Equality & Valuing 
Diversity Principles 
 
Understanding of Confidentiality & 
Data Protection 
 
Understanding of the service users 
of the Trust (which  could include 
lived experience of conditions the 
Trust deals with or of receiving 
services relevant to those the Trust 
provides) 
 
Understanding the LLHIS 6 core 
values, Customer Service, Integrity, 
Respect, Quality, Behaviour and 
Communication and commitment to 
adopting these in the workplace 
 


 
 


3 
 
 
3 
 
 
3 
 
 
 
 
 
 
3 


 
 


X 
 
 


X 
 
 


X 
 
 
 
 
 
 


X 


 
 


X 
 
 


X 
 
 


X 
 
 
 
 
 
 


X 
 


  


Mobility  
Own transport or suitable alternative. 
Dependence on public transport is 
not suitable for LHIS role 


 
3 


 
You must demonstrate how you would 
meet the stated mobility requirement on 
your application form 
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JOB DESCRIPTION AND 
PERSON SPECIFICATION FOR: 


Service Desk Manager/Technical Services Team 
Lead 


AGENDA FOR CHANGE BAND: 7 


HOURS AND DURATION; 37.5hours/week covering Monday-Friday 


AGENDA FOR CHANGE 
REFERENCE NUMBER: 


DBS  LEVEL: None Required 


REPORTS TO: Technical Services Manager 


ACCOUNTABLE TO: Technical Services Manager 


LOCATION: Gwendolen House, Leicester. 


The post holder will initially be based at the location 
specified in the job advertisement and the Contract of 
Employment.  However, the Trust reserves the right, 
with consultation, to relocate post holders to any base 
within the Trust in line with service requirements. 


JOB SUMMARY: 


This post is to act as Manager of the first line support service of HIS and Team lead for 2nd line support 
Services. They will be expected to devise, operate and manage within SLA standards expected by 
customers for the first line Service Desk function and ensure that CfH accreditation is maintained. This 
role will have the responsibility for providing the strategic vision required for implementing, maintaining 
and monitoring the HIS Service Desk including 2nd line support function, as well as communicating 
highly complex IM&T issues in a clear manner to non IM&T staff/suppliers.  Working alongside 
Technical Services Manager, this role will also be responsible for the design, implementation and 
testing of procedures within own area and for taking ownership of issues that are yet to be resolved, 
only escalating where required.  This post holder will need to operate within a demanding environment 
ensuring that the service desk analysts and engineers follow procedures that have been developed. 
The function will have responsibility for maximising first time fix rate, logging all calls, owning all calls 
until closure, progress chasing, Promoting Self-service and paperless vision of the organisation. The 
role will be expected to monitor the performance of the Service Desk Analysts, and Service Desk 
Engineers  using self-devised KPI standards, requesting reporting information as required from the 
Technical Services Manager/Service Delivery Manager and escalating and owning issues as the arise. 


MAIN DUTIES AND RESPONSIBILITIES: 


1. To lead 1st/2nd line support function with well-motivated customer focussed staff which will act
as the first point of contact for HIS Service end-users, ensuring that all calls, emails  to the
LHIS are answered, logged and dealt with appropriately.







2. To assist Technical Services Manager in creating and implementing a strategy for providing
high quality first-line service desk facilities, including resource management plan and
continuity and contingency management.


3. To lead the National Service Desk Accreditation process within HIS, attending meetings,
providing management responses to maintain accreditation for HIS Service Desk.


4. To lead on the integration of service desk and telephone-based technical support services to
deliver an improved First Contact Resolution rate.


5. To ensure that the Service Desk understands SLA agreements and that issues falling within
these agreements are owned by the Service Desk and performance managed to resolution.


6. To author, set KPI measures and act upon reports for all Service Desk Analysts, Engineers -
performance including telephone statistics and incident management statistics.


7. To act as the organisational lead for service quality investigations and complaints where
raised, providing high level reports for internal management boards and external customer
strategic meetings.


8. To attend Trust meetings to represent Service Desk and the IM&T Support Service as
required within the duties of the role.


9. To present complex subjects and statistics to a wide range of customers in varying settings,
stimulating feedback and leading on service development when required.


10. To act as the lead for overall customer satisfaction, defining the strategy for assessing
satisfaction and leading on the implementation of suitable products/tools/reporting to the HIS
board to provide assurance.


11. The assist with the creation/maintenance of a knowledge base to share throughout the whole
of the LHIS function based on cleared issue logs, commercial knowledge bases (e.g.
Technet).


12. Liaise with third-party suppliers to remedy faults, assist with implementing planned activity
and assist with bespoke roll-out plans for national technical developments.


13. To analyse, investigate and resolve highly complex IM&T queries, where there are a number
of options, as well as analysing user requirements which may require configuration of
software and hardware


14. To ensure that the clients of the HIS are supported by the Service Desk team with regards to
Account management, GP connections for messaging and browsing, basic desktop system
issues, mobile phones and application software for all HIS customer buildings.


15. To set the strategy and targets for, and manage, a balance of ensuring that the Service Desk
Team either resolve all calls within SLA standards or refer to the appropriate second line
support team, thus ensuring maximum telephone availability whilst continuing to ensure HIS
is meeting its SLA obligations with its clients.


16. Service Desk Team either resolve all calls within SLA standards or refer to the appropriate
second line support team, thus ensuring maximum telephone availability whilst continuing to
ensure HIS is meeting its SLA obligations with its clients.


17. To prioritise workload of the two team leaders and Service Desk Engineers in the team, as
well as undertaking day-to-day line management tasks e.g. recruitment, appraisal,
performance and training.


18. To Develop and monitor Key Performance Indices to measure the quality of the service
provided by the Service Desk


19. To deliver training on a wide range of IM&T subjects in own specialism to other staff and
organisations and to differentiate between Technical and Training difficulties of end-users
with a view passing on shortfalls in their skills to the HIS IT Training Service.


20. To maintain computer systems, user IT accounts so that they are kept up to date and that
access to the suite of applications is appropriate to their network access request form, as well
as being responsible for introducing adapting and improving IM&T systems in own area of
responsibility.


21. To follow up resolution of issues to ensure that users are satisfied, owning complaints of
service for further investigation.


22. To progress chase internal and 3rd Party engineers, external engineers and suppliers to
ensure that users expectations are managed, and that the response is timely.







23. Sets own objectives and has freedom to act to implement strategy as required within own
area, working within broad professional policies; advises without reference to manager. Acts
as a lead specialist in own area.


24. To act as the ultimate (and primary) escalation point for the Service Desk function, taking
appropriate management action where necessary to resolve or further escalate the incident.


25. To ensure that any IM&T related risks identified through the Service Desk function are
incorporated in the HIS departmental risk register, escalating immediately if considered high
risk and owning until resolution.


26. To performance manage Service Desk Engineers and Analysts as their performance may
dictate


27. To assist Technical Services Manager in continuous operational functionality of the Service
Desk function through periods of annual leave, sickness and absence.


28. To assist Technical services Manager in implementing Change and Problem management
across the organisation.


29. To assist in covering OnCall rota as & when required.


30. The post holder is required to comply with and actively promote the Organisation’s equal
opportunities policy.


COMMUNICATION AND WORKING RELATIONSHIPS: 


Internal 
All staff within LHIS at all levels. 


External 
All customers of LHIS at all levels. 
System Suppliers and Technical Consultants. 
HSCIC - Health Service Desk Accreditation Team. 
System Supplier Service Desks. 
Product Supplier Technical Support. 


ENVIRONMENTAL FACTORS: 


1. Physical Effort
1.1.  Line Management for two teams/disciplines that consist of:
1.2.  Service Desk Engineers covering 8am until 5pm Service Monday-Friday.
1.3. Service Desk Analysts  covering 7am-8:30pm (Monday-Friday) and 8am-1pm(Saturday)
1.4. Support will be made available to GPs, CCG’s, LPT and all customers of LHIS outside of that


local scope. 
1.5. The IT Infrastructure encompasses 450+ NHS sites with Network Connectivity, 8,000 


telephone extensions, 3,500 mobile phones and PDAs, 400+ servers and 9,000 PCs/Laptops 
and 2 major Clinical Systems. 


1.6. The combined user base is 12,000 NHS workers. 
1.7. This post may require flexible working hours, based upon the service requirements of the LHIS 


client base. 


2. Mental Effort
2.1. The post holder will be required to be professional and keeping calm when having to  defuse


situations involving irate, aggressive users who are frustrated with the service provided. 
2.2. This is primarily an office based role but will require occasional travel between meetings either 


locally or at a national level. 
2.3. The post holder will have a requirement to concentrate continuously for more than half a shift, 


on average, excluding statutory breaks. This will require intense an sustained concentration 
in unpredictable circumstances upon the duties associated with this role. This is particularly 
relevant as a subject matter expert exploring varied solution options that will impact upon 
clinical systems. 







 


 
3. Emotional Effort 


3.1.  The post holder will have frequent exposure to dealing with systems that hold confidential 
and highly sensitive information. The post holder will need to be able to handle complex 
information and situations over the phone sensitively and utilise excellent communication 
skills.   


3.2. Ability to work effectively when dealing with staffing issues that require difficult and sometimes 
challenging decisions 


3.3. Ability to impart difficult, distressing news to staff, for example, suspension decisions, 
disciplinary warnings, customer complaints. 


3.4. Ability to investigate sensitive complaints in an appropriate manner 
3.5. Ability to deal with emergency situations in a calm, knowledgeable & confident manner in 


liaison with others 
3.6. Frequent exposure to distressing circumstances involving sensitive health data 


 
4. Working Conditions 


4.1.  The post holder will need to be able to use a computer consistently throughout the day within 
an open plan, noisy office environment. 


  
 


The job description is not exhaustive and will be reviewed in the light of changing needs and 
organisational development. Any changes will be discussed with the post holder who may be 
required to carry out the duties appropriate to the grade and scope of the post. 


   
 
OUR LEADERSHIP BEHAVIOURS: IT STARTS WITH ME 
 
Our leadership behaviours framework set the standards of expectation we aspire to in 
our daily work. Meeting these standards and developing the capability to exceed them, 
will not only ensure that we continue to improve and respond flexibly to changing needs 
as an organisation, but will also help our staff to fulfil their potential, both in terms of 
personal achievement and career advancement.  
 
The behaviours we expect to see at LPT are: 
 







 


 
 


 
ADDITIONAL INFORMATION 
The NHS is in a period of continuing change due to developments and rationalisation of 
services. This will lead to a modification of structures and job descriptions. The post holder 
will be expected to co-operate with changes, subject to consultation, at any time throughout 
the duration of their contract.  
 
MOBILITY 
The person specification for the role will detail the mobility requirements of the post.  
However, employees may be required to work at any of the other sites within the organisation 
subject to consultation.  
 
POLICIES AND PROCEDURES 
All staff should comply with the Trust’s Policies and Procedures.  It is the employee’s 
responsibility to ensure that they are aware of the relevant Policies and Procedures for 
their area of work.  Key Policies and Procedures will be explained as part of local 
induction arrangements 
 
SAFEGUARDING CHILDREN AND ADULTS 
The Trust takes the issues of Safeguarding Children and Adults, and addressing 
domestic violence very seriously.  All employees have a responsibility to support the 
Trust in its duties by adhering to all relevant national and local policies, procedures, 
practice guidance and professional codes; promptly reporting any concerns to the 
appropriate authority in line with safeguarding policy and guidance; attending mandatory 
training on Safeguarding children and adults; being familiar with individual and the 
Trust’s requirements under relevant legislation.   
 
MENTAL CAPACITY ACT 







 


All clinical staff will be aware of their responsibilities under the Mental capacity Act and 
will ensure that assessment for Deprivation of Liberty Safeguards is in place for any 
patient that is deemed to lack capacity to consent to their care and treatment. 
 
MAKING EVERY CONTACT COUNT 
All staff are positively encouraged to contribute to improving health for themselves, their 
patients, service users and colleagues. This happens when, in everyday contact, the 
opportunity is taken to raise the subject of choosing better health by stopping smoking, 
reducing alcohol intake, eating more healthily and becoming more active. The Trust’s 
Making Every Contact Count programme has further information.   
 
HEALTH AND SAFETY 
It is the duty of all employees of the Trust to ensure that a safe working environment and 
safe working practices are maintained at all times.  Any specific duties you are required 
to fulfil as part of the job you are employed to undertake will be detailed as part of your 
job description. 
All employees must comply with the duties imposed on them by the Health and Safety 
at Work Act 1974, i.e. 


• To take responsibility for the Health and Safety of themselves and of other 
persons who may be affected by their acts or omissions at work. 


• To co-operate with their employer as far as is necessary to meet the requirement 
of the legislation. 


• Not to intentionally or recklessly interfere with or misuse anything provided in the 
interest of health and safety or welfare 


These duties apply to all staff whenever and wherever they are engaged on Trust 
business. 
 







 


DATA PROTECTION 
In line with national legislation, and the Trust’s policies, you must process all personal 
data fairly and lawfully and in a transparent way, for the specific, explicit and legitimate 
purpose(s) it was obtained and not disclosed in any way incompatible with such 
purpose(s) or to any unauthorised persons or organisations, unless a lawful exemption 
applies. 
The post holder must be familiar with and comply with the all Trust Policies on Data 
Protection, Confidentiality and Information Security and requests for personal 
information. 
The post holder must be familiar with and comply with the General Data Protection 
Regulation and Data Protection Act 2018.  
 
Personal Data must be: 


• Processed lawfully, fairly and in a transparent manner 


• Collected for specified, explicit and legitimate purposes and not further processed 
in a manner that is incompatible with those purposes 


• Adequate, relevant and limited to what is necessary 


• Accurate and where necessary, kept up-to-date 


• Kept in a form which permits identification of data subjects for no longer that is 
necessary for the purposes which it is processed 


• Processed in manner that ensures appropriate security, including protection 
against unauthorised or unlawful processing and accidental loss, destruction or 
damage 
 


CONFIDENTIALITY 
The Trust attaches the greatest importance to patient confidentiality and to the 
confidentiality of personal health data, personal data and other data held and processed 
by the Trust.  All data should be treated as confidential and should only be disclosed on 
a need-to-know basis.   
 


Some data may be especially sensitive and is the subject of a specific organisation 
policy, including information relating to the diagnosis, treatment and/or care of patients 
and service users, as well as individual staff records.  Under no circumstances should 
any data be divulged or passed on to any third party who is not specifically authorised 
to receive such data.  In addition, staff must not access personal information unless 
authorised to do so as part of their role.  
 
Due to the importance that the organisation attaches to confidentiality, disciplinary action 
will be considered for any breach of confidentiality.  All members of staff are expected 
to comply with national legislation and local policy in respect of confidentiality and data 
protection. 
With the increased use of information technology and e-communications, staff should 
also be aware that safe guards are in place to protect the privacy of individuals when 
using these mechanism, both inside and outside of work. This includes the use of social 
media i.e. Facebook, Twitter, Snapchat etc. Where privacy is breached disciplinary 
action will be considered. 
 
All employees should be mindful of the seven Caldicott principles when dealing with 
person identifiable information. 
 


1. Justify the purposes of using confidential information 







 


2. Only use it when absolutely necessary 
3. Use the minimum that is required 
4. Access should be on a strict need to know basis 
5. Everyone must understand his or her responsibilities 
6. Understand and comply with the law 
7. The duty to share information can be as important as the duty to protect patient 


confidentiality 
 


If there is any doubt whether or not someone has legitimate access to information, 
always check before you disclose. 
 
EQUALITY AND DIVERSITY 
We aim to design and provide services and employment practices that meet the 
diverse needs of our service users and staff, ensuring that none are placed at a 
disadvantage over others. You will be expected to take into account the provisions of 
the Equality Act 2010 to advancing equal opportunity. You must to act in your role to 
ensure that no one receives less favourable treatment due to their protected 
characteristics i.e. age, disability, gender reassignment, marriage and civil partnership, 
pregnancy and maternity, race, religion or belief, sex (gender) or sexual orientation. 
 
In carrying out its functions, you must have due regard to the different needs of 
different protected equality groups in their area. 
 
INFECTION CONTROL 
All employees have a responsibility to protect from infection themselves and other 
people, whether they be patients, other staff or visitors, as well as making all reasonable 
effort to reduce or prevent the risk of infection in their working environment. All staff have 
a duty to make themselves familiar with and comply with Infection Prevention and 
Control Policies and Procedures, carry out duties required by legislation such as the 
Health and social care Act 2008 (updated 2015) (and subsequent legislation), and to 
attend mandatory training relating to infection prevention and control. 
 
COUNTER FRAUD 
Staff are expected to report any incidences of potential fraud to the Counter Fraud 
Helpline on 0800 028 40 60.  
SMOKING AT WORK 
The Trust has a “Smoke Free Policy”, which applies to: 


• All persons present in or on any of the Trust grounds and premises 


• All persons travelling in Trust owned vehicles (including lease cars) whilst on 
official business. 


• Privately owned vehicles parked on Trust grounds or when transporting Service 
Users, Visitors on official Trust business. 


• When wearing an NHS uniform.  
 
ELECTRONIC ROSTERING  
‘Our Electronic Rostering system is key to ensuring staff are in the right place with the right 
skills at the right time, to ensure we carry out this responsibility effectively; all LPT staff must 
adhere to the rostering standards and guidelines set out in the Electronic Rostering Policy, 
pertaining to their role’. 
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JOB DESCRIPTION AND 
PERSON SPECIFICATION FOR: 


Deputy Service Desk Team Leader 


AGENDA FOR CHANGE BAND: 5 


HOURS AND DURATION; 37.5 hours per week covering shift patterns                  
7AM-8:30PM(Mon-Fri) 8AM-1PM(Sat)   


AGENDA FOR CHANGE 
REFERENCE NUMBER: 


2495 


DBS  LEVEL: None Required 


REPORTS TO: 
 


Service Desk Team Leader 


ACCOUNTABLE TO: 
 


Technical Services Manager 


LOCATION: The post holder will initially be based at the location 
specified in the job advertisement and the Contract of 
Employment.  However, the Trust reserves the right, 
with consultation, to relocate post holders to any base 
within the Trust in line with service requirements. 
 


JOB SUMMARY: 
 


• To act as Senior Service Desk Support Analyst & deputise for Service Desk Team Leader to 
take on some of the more senior and complex activities required within the service desk 
function.  They will be expected to operate within SLA/OLA standards expected by customers 
for the first line Service Desk function. They will be expected to devise, operate and manage 
within Service Level Agreement/Operational Level Agreement standards expected by 
customers for the first line Service Desk function and ensure that National NHS Service Desk 
accreditation is maintained.   


 


• This role will also be responsible for requesting procedures and for progress chasing and 
escalating issues that are yet to be resolved in the absence of the Service Desk Team 
Leader. The role may require participating in On Call rota for Service Desk Management 
cover. 


• To ensure that a service to clients is delivered in accordance with LHIS and LPT Trust 
standards and values. 
 


• The post holder will actively engage to ensure good management of resources and to 
develop and sustain a positive working culture. 
 


• To be influential within the organisation and provide detailed advice to others internally and 
externally to the organisation, within their sphere of competence. 


 


• To work collaboratively with other LHIS staff and clients as appropriate. 
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MAIN DUTIES AND RESPONSIBILITIES: 


 


• To demonstrate the LHIS and Trust’s values in everything you do in the work 
environment. 


 


• To receive contact from a diverse range of users who have a range of IT issues. As 
the role will be dealing with escalated calls, generally there will be a degree of 
complexity to the technical issues that you  will be working to resolve. Issues could 
affect entire sites and require good communication skills to determine what is going 
on. Working to both de-escalate the user’s emotional response and use effective 
questioning to identify the actual underlying issue. Then to work with the user who 
may have a limited IT understanding to convey a solution relaying complicated 
information in a format that they can understand.  


 


• The solutions that you will be implementing may at times be outside the technical 
knowledge base of known solutions. There may be a need to communicate highly 
complex technical information e.g. with hardware/systems suppliers and other IT 
teams to establish exactly where a fault has occurred and which item needs a 
solution.  


 


• Interpreting the information that the user has conveyed to you to identify from a range 
of solutions what is a likely resolution. Work through known solutions and identifying 
new solutions by analysing likely cause and effects to resolve issues. Persuading end 
users to accept required solutions e.g. taking critical systems down to enable 
effective fault resolution.  


 


• Drafting communications pieces to cascade information about system downtime to 
the wider organisation and the impact this may have on them.  


 


• Regularly educating users to help them understand technical issues and to avoid 
repeats of issues. Relaying technical information to users in a way that they can 
understand.   


 


• Installing new and replacement pieces of IT hardware in a safe way, ensuring 
electrical compliance is adhered to and that health and safety issues are avoided in 
the work that is undertaken.  


 


• Repairing items of IT hardware and re-installation of software and systems.  
 


• Regularly runs IT software and hardware diagnostics to identify solutions.  
 


• Supervising that contractors operate in a safe way and identifying hazards to enable 
safe working practices and safety for end users, e.g. that cabling is laid in a safe 
manner. 


 


• Plan and organise your work which will consist of a number of complex activities 
which could require adjustment and rescheduling on a day-to-day basis. 


 


• Participate in your own education and development. 
 


• Participate in new ways of working and the implementation of change.  
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• Acts as a professional role model to all staff and clients at all times. 
 


• Develop effective and efficient relationships with members of all teams on issues 
related to your duties. 


 


• Act in a professional manner and ensure adherence to the LHIS Values and Trust 
policy at all times. 


 


• Deputise as appropriate for Service Desk Team Leader. 
 


• Undertake the Trust’s corporate and local induction and maintain your learning and 
compliance with training requirements for your role. 
 


• Ensure own compliance with regards to mandatory training and Professional re-
registration and revalidation requirements.  
 


• Participate in the review and agreed appraisal mechanisms. 
 


• Responsible for identifying ongoing training and updating needs, and for maintaining 
own and up to date evidence based skills, knowledge and competence for the role 
requirements. 


 


• Assess and ensure the specialist education and training needs required for self are 
identified, that will allow health care to be delivered to the user through new ways of 
working. 
 


• To participate in systems and structures that enables life-long learning and monitor 
the effectiveness of the learning and strategies. 
 


• Accepts designated responsibilities from senior leaders and actively contributes to 
performance review and the appraisal process. 


• Ensure that through duties in HIS, clinicians delivery of care to clients/service users 
meets the standards required by regulating bodies, for example CQC. 
 


• Participates in the implementation of Trust policies, procedures and clinical guidelines 
and ensures compliance of self and others. 
 


• Incorporate relevant research findings with practice and participate in LPT Trust 
approved research programmes. 
 


• Ensure the promotion of equality, diversity and human rights.  
 


• Ensures self and all staff practice at all times in accordance with their Code of 
Professional Conduct and raise any concerns with the Line Manager, this may 
include addressing such concerns. 
 


• Maintains own and ensures others maintain professional boundaries and 
appropriately declare any conflicts of interest. 
 
 


• Responsible for installing, configuring, supporting and maintaining information assets 







 


 
Page 4 of 13 


alerting managers to resource issues and the effect of these on service delivery.  
 


• Providing accurate and appropriate information for the LHIS business planning 
process.  


 


• All records that the role is responsible for or modifies must be kept up to date and 
maintained in an accurate and diligent manner. 


 


• To manage the adherence to the Trust policy for booking and taking annual 
leave/time owing/training to enable adequate levels of cover within the team at all 
times. 


 


• To ensure that HR policies are followed within your sphere of responsibility.  
 


• To participate in Service Desk on-call rota as required  
 


• Responsible and accountable for the effective and efficient use of physical resources. 
 


• Use health related information only for the purposes of what it is intended for and in 
accordance with the Data Protection Act. 


 


• Ensure confidentiality is maintained at all times and information relating to patient / 
users and personnel is used only in connection with authorised duties. 


 


• Take responsibility for maintaining own and others Health and Safety and Security. 
 


• Ensure own actions and others assist with maintaining best practice and regulatory 
standards. 


 


• Ensure that you and others take action as appropriate, report in line with the Trust 
Incident Reporting Policy, escalate any concerns regarding patient safety and clinical 
risk to the line manager. 


 


• Monitoring, reviewing and action incidents, mitigating against further risk, identifying 
themes and trends and ensuring lessons learnt are embedded into practice. 


 


• To support in the investigation of complaints, concerns and serious incidents.  
 


• Ensure self and others carry out duties in accordance with the Health and Safety at 
work Act 1971. 


 


• Ensure self and others move and handle clients/service users and goods in ways that 
promote the health of the patient and care team and are consistent with legislation. 


 


• Ensure self and others are responsible for the maintenance of a clean and safe 
environment adhering to infection control policies procedures and best practice. 


 


• Ensure self and others assist and maintain safe and hazard free area of work.   
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COMMUNICATION AND WORKING RELATIONSHIPS: 
 
Internal 
 


• All staff within HIS at all levels. 
 
External 


• All customers of HIS at all levels. 


• System Suppliers and Technical Consultants. 


• NHS Digital National Service Desk Teams. 


• Service Management System Suppliers. 


• Product Supplier-Technical Support.. 


 


ENVIRONMENTAL FACTORS: 
 
Physical Effort 
Occasional Lifting and moving of Desktop equipment.  
Prolonged periods sitting at desk, using a computer and screen.  


 
Mental Effort 
There is a occasional requirement for intense concentration 
Emotional Effort 
Occasional indirect exposure to highly distressing or highly emotional circumstances 
Working Conditions 
The post holder will need to be able to use a computer regularly throughout the day 
within an open plan office environment. 


 


The job description is not exhaustive and will be reviewed in the light of changing needs and 
organisational development. Any changes will be discussed with the post holder who may 
be required to carry out the duties appropriate to the grade and scope of the post. 


 
 
OUR LEADERSHIP BEHAVIOURS: IT STARTS WITH ME 
 
Our leadership behaviours framework set the standards of expectation we aspire to in our 
daily work. Meeting these standards and developing the capability to exceed them, will not 
only ensure that we continue to improve and respond flexibly to changing needs as an 
organisation, but will also help our staff to fulfil their potential, both in terms of personal 
achievement and career advancement.  
 
The behaviours we expect to see at LPT are: 
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ADDITIONAL INFORMATION 
The NHS is in a period of continuing change due to developments and rationalisation of 
services. This will lead to a modification of structures and job descriptions. The post holder 
will be expected to co-operate with changes, subject to consultation, at any time throughout 
the duration of their contract.  
 
MOBILITY 
The person specification for the role will detail the mobility requirements of the post.  
However, employees may be required to work at any of the other sites within the 
organisation subject to consultation.  
 
POLICIES AND PROCEDURES 
All staff should comply with the Trust’s Policies and Procedures.  It is the employee’s responsibility 
to ensure that they are aware of the relevant Policies and Procedures for their area of work.  Key 
Policies and Procedures will be explained as part of local induction arrangements 
 
SAFEGUARDING CHILDREN AND ADULTS 
The Trust takes the issues of Safeguarding Children and Adults, and addressing domestic violence 
very seriously.  All employees have a responsibility to support the Trust in its duties by adhering to 
all relevant national and local policies, procedures, practice guidance and professional codes; 
promptly reporting any concerns to the appropriate authority in line with safeguarding policy and 
guidance; attending mandatory training on Safeguarding children and adults; being familiar with 
individual and the Trust’s requirements under relevant legislation.   
 
MENTAL CAPACITY ACT 
All clinical staff will be aware of their responsibilities under the Mental capacity Act and will ensure 
that assessment for Deprivation of Liberty Safeguards is in place for any patient that is deemed to 
lack capacity to consent to their care and treatment. 
 
MAKING EVERY CONTACT COUNT 
All staff are positively encouraged to contribute to improving health for themselves, their patients, 
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service users and colleagues. This happens when, in everyday contact, the opportunity is taken to 
raise the subject of choosing better health by stopping smoking, reducing alcohol intake, eating more 
healthily and becoming more active. The Trust’s Making Every Contact Count programme has further 
information.   
 
HEALTH AND SAFETY 
It is the duty of all employees of the Trust to ensure that a safe working environment and safe 
working practices are maintained at all times.  Any specific duties you are required to fulfil as part of 
the job you are employed to undertake will be detailed as part of your job description. 
All employees must comply with the duties imposed on them by the Health and Safety at Work Act 
1974, i.e. 


• To take responsibility for the Health and Safety of themselves and of other persons who may 
be affected by their acts or omissions at work. 


• To co-operate with their employer as far as is necessary to meet the requirement of the 
legislation. 


• Not to intentionally or recklessly interfere with or misuse anything provided in the interest of 
health and safety or welfare 


These duties apply to all staff whenever and wherever they are engaged on Trust business. 
DATA PROTECTION 
In line with national legislation, and the Trust’s policies, you must process all personal data fairly 
and lawfully and in a transparent way, for the specific, explicit and legitimate purpose(s) it was 
obtained and not disclosed in any way incompatible with such purpose(s) or to any unauthorised 
persons or organisations, unless a lawful exemption applies. 
The post holder must be familiar with and comply with the all Trust Policies on Data Protection, 
Confidentiality and Information Security and requests for personal information. 
The post holder must be familiar with and comply with the General Data Protection Regulation and 
Data Protection Act 2018.  
 
Personal Data must be: 


• Processed lawfully, fairly and in a transparent manner 


• Collected for specified, explicit and legitimate purposes and not further processed in a 
manner that is incompatible with those purposes 


• Adequate, relevant and limited to what is necessary 


• Accurate and where necessary, kept up-to-date 


• Kept in a form which permits identification of data subjects for no longer that is necessary for 
the purposes which it is processed 


• Processed in manner that ensures appropriate security, including protection against 
unauthorised or unlawful processing and accidental loss, destruction or damage 
 


CONFIDENTIALITY 
The Trust attaches the greatest importance to patient confidentiality and to the confidentiality of 
personal health data, personal data and other data held and processed by the Trust.  All data 
should be treated as confidential and should only be disclosed on a need-to-know basis.   
 


Some data may be especially sensitive and is the subject of a specific organisation policy, including 
information relating to the diagnosis, treatment and/or care of patients and service users, as well as 
individual staff records.  Under no circumstances should any data be divulged or passed on to any 
third party who is not specifically authorised to receive such data.  In addition, staff must not access 
personal information unless authorised to do so as part of their role.  
 
Due to the importance that the organisation attaches to confidentiality, disciplinary action will be 
considered for any breach of confidentiality.  All members of staff are expected to comply with 
national legislation and local policy in respect of confidentiality and data protection. 
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With the increased use of information technology and e-communications, staff should also be aware 
that safe guards are in place to protect the privacy of individuals when using these mechanism, both 
inside and outside of work. This includes the use of social media i.e. Facebook, Twitter, Snapchat 
etc. Where privacy is breached disciplinary action will be considered. 
 
All employees should be mindful of the seven Caldicott principles when dealing with person 
identifiable information. 
 


1. Justify the purposes of using confidential information 
2. Only use it when absolutely necessary 
3. Use the minimum that is required 
4. Access should be on a strict need to know basis 
5. Everyone must understand his or her responsibilities 
6. Understand and comply with the law 
7. The duty to share information can be as important as the duty to protect patient 


confidentiality 
 


If there is any doubt whether or not someone has legitimate access to information, always check 
before you disclose. 
 
EQUALITY AND DIVERSITY 
We aim to design and provide services and employment practices that meet the diverse needs of 
our service users and staff, ensuring that none are placed at a disadvantage over others. You will 
be expected to take into account the provisions of the Equality Act 2010 to advancing equal 
opportunity. You must to act in your role to ensure that no one receives less favourable treatment 
due to their protected characteristics i.e. age, disability, gender reassignment, marriage and civil 
partnership, pregnancy and maternity, race, religion or belief, sex (gender) or sexual orientation. 
 
In carrying out its functions, you must have due regard to the different needs of different protected 
equality groups in their area. 
 
INFECTION CONTROL 
All employees have a responsibility to protect from infection themselves and other people, whether 
they be patients, other staff or visitors, as well as making all reasonable effort to reduce or prevent 
the risk of infection in their working environment. All staff have a duty to make themselves familiar 
with and comply with Infection Prevention and Control Policies and Procedures, carry out duties 
required by legislation such as the Health and social care Act 2008 (updated 2015) (and 
subsequent legislation), and to attend mandatory training relating to infection prevention and 
control. 
 
COUNTER FRAUD 
Staff are expected to report any incidences of potential fraud to the Counter Fraud Helpline on 0800 
028 40 60.  
SMOKING AT WORK 
The Trust has a “Smoke Free Policy”, which applies to: 


• All persons present in or on any of the Trust grounds and premises 


• All persons travelling in Trust owned vehicles (including lease cars) whilst on official 
business. 


• Privately owned vehicles parked on Trust grounds or when transporting Service Users, 
Visitors on official Trust business. 


• When wearing an NHS uniform.  
 
ELECTRONIC ROSTERING  
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‘Our Electronic Rostering system is key to ensuring staff are in the right place with the right skills at 
the right time, to ensure we carry out this responsibility effectively; all LPT staff must adhere to the 
rostering standards and guidelines set out in the Electronic Rostering Policy, pertaining to their role’. 
 
 


 
ELECTRONIC ROSTERING: 
  
‘Our Electronic Rostering system is key to ensuring staff are in the right place with the right skills 
at the right time, to ensure we carry out this responsibility effectively; all LPT staff must adhere to 
the rostering standards and guidelines set out in the Electronic Rostering Policy, pertaining to 
their role’. 
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PERSON SPECIFICATION 
 


JOB TITLE: Service Desk IT Support Officer 
        
AFC REF NO:         2495 
 


 
 


Person Specification 
Selection Criteria: 


 


3. Essential/ 
Minimum 


1. Desirable 


Stage measured at. You must 
demonstrate the required criteria 


at all stages indicated 
Applicat-
ion form 


Intervi-
ew 


Test Presen-
tation 


Demonstrates a commitment to 
the Trust’s Values  
 
Compassion 
Trust 
Respect 
Integrity 


 


 
 
 
3 
3 
3 
3 


  
 
 


√ 
√ 
√ 
√ 


  


Qualifications (Equivalent 
qualifications will be 
considered where their 
equivalency can be 
demonstrated) 
 
Relevant Degree or Equivalent 
technical experience  


Qualified to A Level / HNC with a 
high proportion of content 
relevant to the role or equivalent 
experience. 
 
At least one qualification in an 
IM&T related industry qualification 
at entry level. For this role this 
should include one of the 
following: - ITIL, MCP 


 


 
 
 
 
 
 
3 
 
 
 
3 
 
 
 
3 
 
 
 
 
 
 


 
 
 
 
 
 


√ 
 
 
 
√ 
 
 
 
√ 
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Evidence of continuing 
professional development  


 


 


3 
 


√ 
 


 


Knowledge and Skills 


Knowledge and expertise across 
one or more specialised areas 
acquired through specialist 
training or equivalent experience. 


Demonstrates effective 
communication and interpersonal 
skills. 
 
Ability to work effectively with 
others. 
 
Demonstrates initiative and ability 
to work independently, able to 
problem solve and prioritise own 
and work. 
 
Demonstrates planning and 
organisational skills. 
 
Demonstrates adaptability and 
flexibility dependent upon work 
priorities. 
 
To be able to demonstrate 
understanding of current 
developments in the NHS and 
their implications for leadership 
and quality care for 
clients/service users. 
 
Ability to motivate self and others. 
 


 
 
3 
 
 
 
 
3 
 
 
 
3 
 
 
3 
 
 
 
 
3 
 
 
3 
 
 
 
3 
 
 
 
 
 
 
3 
 


 
 
√ 
 
 
 
 
√ 
 
 
 
√ 
 
 
√ 
 
 
 
 
√ 
 
 
√ 
 
 
 
√ 
 
 
 
 
 
 
√ 
 
 


 
 


√ 
 
 
 
 


√ 
 
 
 


√ 
 
 


√ 
 
 
 
 


√ 
 
 


√ 
 
 
 


√ 
 
 
 
 
 
 


√ 
 


  


Experience (both work and 
‘life’ related)   
 
Experience of working within 
resource constraints of time, 
budgets or staff & busy working 
environment.  
 


 
 
 
3 
 
 


 
 
 
√ 
 
 


 
 
 


√ 
 
 


  


Personal Attributes 
 
Emotional resilience 


 
 
3 


 
 


 
 


√ 
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Physically capable for performing 
the role and responsibilities 
expected of the post holder. 
 


 
3 


 
√ 


Standard Requirements 
 
Commitment to Equality & 
Valuing Diversity Principles 
 
Understanding of Confidentiality 
& Data Protection 
 
Understanding of the service 
users of the Trust (which  could 
include lived experience of 
conditions the Trust deals with or 
of receiving services relevant to 
those the Trust provides) 
 


 
 
3 
 
 
3 
 
 
3 


 
 
√ 
 
 
√ 
 
 
√ 


 
 


√ 
 
 


√ 
 
 
 


  


Mobility  
This will depend on role.  This will 
be specified in the job 
advertisement.  


  
You must demonstrate how you 
would meet the stated mobility 
requirement on your application form 


 


 


 


 


 
 
 
 
 
 
 
 
 
 


 
 
 
 


 
 
 
 
 
 
 


 
 


 


 







 


 
Page 13 of 13 


 






_1846904138.pdf


 
 


JOB DESCRIPTION AND 
PERSON SPECIFICATION FOR: 


Band 5 Service Desk Engineer 


AGENDA FOR CHANGE BAND: 5 


HOURS AND DURATION; As specified in the job advertisement and the 
Contract of Employment 


AGENDA FOR CHANGE 
REFERENCE NUMBER: 


2495 


DBS LEVEL: None Required 


REPORTS TO: Technical Services Team Leader 


ACCOUNTABLE TO: Technical Services Manager 


LOCATION: The post holder will initially be based at the location 
specified in the job advertisement and the Contract of 
Employment. However, the Trust reserves the right, 
with consultation, to relocate post holders to any base 
within the Trust in line with service requirements. 


JOB INTRODUCTION / DESCRIPTION 


The Leicestershire Health Informatics Service are looking to recruit a Service Desk Engineer 
(SDE) to join their second line IT support team. 


 


The role is to provide day to day second line level technical support and software 
deployment tasks to our ever-growing 20,000+ NHS userbase. 


 


The second line team act as a pivotal escalation point for technical incidents/queries and 
provide an organisation-critical gatekeeping function for support matters that would 
otherwise require a costly site visit or further escalation. 


 


Primarily the focus of an SDE is to respond to, rectify and triage as many escalated support 
tickets as they can within their working hours whilst working closely with the 1st line team to 
answer queries, improve the service through training (where appropriate), handover support 
processes and work alongside them during busier periods. 


 


Outside of this, SDEs act as an approachable jack-of-all-trades technical support operative 
to other departments within the organisation and on occasion involve themselves with 
ongoing technical projects or new NHS system implementations. 
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MAIN DUTIES AND RESPONSIBILITIES: 


• Remotely provide a high standard of technical troubleshooting to the IT infrastructure 
environment; including network devices, servers, desktops, laptops, smartphones, 
printers and scanners. 


• Remotely provide a high standard of technical troubleshooting to the IT software 
environment including; Windows 10/11, Microsoft 365, Teams, AirWatch MDM, 
Lexmark Print Release, NHS Mail, Active Directory. 


• Ensure that the Service Desk systems and processes are kept up to date with 
accurate support documentation, template procedures and streamlined support 
processes. 


• Work alongside the first line support team during busy or high leave periods to 
provide an appropriate level of inbound phone coverage. 


• Work alongside other internal departments during ongoing technical projects to offer 
assistance, develop oneself, improve understanding on potential new support 
streams. 


• Participate in Out of Hours support functions, as required. 


• Comply with and actively promote organisational policies and values. 


This description is not exhaustive but is intended to outline the main duties and 
responsibilities of the post holder. It will be subject to regular review and amendment in 
consultation with the post holder. 


COMMUNICATION AND WORKING RELATIONSHIPS: 
Internal 


• All staff within HIS at all levels. 


External 


• All staff within the HIS user base within the locality. 


• IT/Business Leads in Other Public Sector organisations at senior IM&T level. 


• Suppliers. 


• National Service Desks 


• Contractors. 


ENVIRONMENTAL FACTORS: 
 
1. Physical Effort 







Page 3 of 10  


• Occasional Lifting and moving of Desktop equipment. 


• Prolonged periods sitting at desk, using a computer and screen. 
2. Mental Effort 


• The post holder will be required to be professional and keeping calm when having 
to defuse situations involving irate, aggressive users who are frustrated with the 
service provided. 


• Provide an initial diagnostic service when information is being provided by users 
with very little knowledge and understanding of PCs. 


• To concentrate on the information provided by the user, to ensure that the correct 
advice or instructions are issued and appropriate fixes are applied. 


• Dealing with the more in-depth IT issues. 
3. Emotional Effort 


• The post holder will be dealing with the systems holding confidential and sensitive 
information. The post holder will need to be able to handle information and 
situations over the phone sensitively and utilise excellent communication skills. 


4. Working Conditions 


• The post holder will need to be able to use a computer regularly throughout the 
day within an open plan office environment. 


The job description is not exhaustive and will be reviewed in the light of changing needs and 
organisational development. Any changes will be discussed with the post holder who may 
be required to carry out the duties appropriate to the grade and scope of the post. 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


ADDITIONAL INFORMATION: 
 


The NHS is in a period of continuing change due to developments and rationalisation of 
services. This will lead to a modification of structures and job descriptions. The post holder 
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will be expected to co-operate with changes, subject to consultation, at any time throughout 
the duration of their contract. 


 
MOBILITY: 


The person specification for the role will detail the mobility requirements of the post. 
However, employees may be required to work at any of the other sites within the 
organisation subject to consultation. 


 


POLICIES AND PROCEDURES: 
 
All staff should comply with the Trust’s Policies and Procedures. It is the employee’s 
responsibility to ensure that they are aware of the relevant Policies and Procedures for their 
area of work. Key Policies and Procedures will be explained as part of local induction 
arrangements 


SAFEGUARDING CHILDREN AND ADULTS: 
 
The Trust takes the issues of Safeguarding Children and Adults, and addressing domestic 
violence very seriously. All employees have a responsibility to support the Trust in its duties 
by adhering to all relevant national and local policies, procedures, practice guidance and 
professional codes; promptly reporting any concerns to the appropriate authority in line with 
safeguarding policy and guidance; attending mandatory training on Safeguarding children 
and adults; being familiar with individual and the Trust’s requirements under relevant 
legislation. 


MENTAL CAPACITY ACT: 
 
All clinical staff will be aware of their responsibilities under the Mental capacity Act and will 
ensure that assessment for Deprivation of Liberty Safeguards is in place for any patient that 
is deemed to lack capacity to consent to their care and treatment. 


MAKING EVERY CONTACT COUNT: 
 
All staff are positively encouraged to contribute to improving health for themselves, their 
patients, service users and colleagues. This happens when, in everyday contact, the 
opportunity is taken to raise the subject of choosing better health by stopping smoking, 
reducing alcohol intake, eating more healthily and becoming more active. The Trust’s Making 
Every Contact Count programme has further information. 


HEALTH AND SAFETY: 
 
It is the duty of all employees of the Trust to ensure that a safe working environment and 
safe working practices are maintained at all times. Any specific duties you are required to 
fulfil as part of the job you are employed to undertake will be detailed as part of your job 
description. 
 
All employees must comply with the duties imposed on them by the Health and Safety at 
Work Act 1974, i.e. 


• To take responsibility for the Health and Safety of themselves and of other persons 
who may be affected by their acts or omissions at work. 


• To co-operate with their employer as far as is necessary to meet the requirement of 
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the legislation. 


• Not to intentionally or recklessly interfere with or misuse anything provided in the 
interest of health and safety or welfare 


These duties apply to all staff whenever and wherever they are engaged on Trust business. 


DATA PROTECTION: 
 
In line with national legislation, and the Trust’s policies, you must process all personal data 
fairly and lawfully, for the specific purpose(s) it was obtained and not disclosed in any way 
incompatible with such purpose(s) or to any unauthorised persons or organisations, unless a 
lawful exemption applies. 
 
The post holder must be familiar with and comply with the all Trust Policies on Data 
Protection, Confidentiality and Information Security and requests for personal information. 
The post holder must be familiar with and comply with the Eight Data Protection Principles 
contained within the Data Protection Act 1998. 
 
Personal Data must be: 


• Processed fairly and lawfully 


• Processed for specified purposes 


• Adequate, relevant and not excessive 


• Accurate and kept up-to-date 


• Not kept for longer than necessary 


• Processed in accordance with the rights of data subjects 


• Protected by appropriate security 


• Not transferred outside the EEA without adequate protection 


CONFIDENTIALITY: 
 
The Trust attaches the greatest importance to patient confidentiality and to the 
confidentiality of personal health data, personal data and other data held and processed by 
the Trust. All data should be treated as confidential and should only be disclosed on a 
need-to-know basis. 
 
Some data may be especially sensitive and is the subject of a specific organisation policy, 
including information relating to the diagnosis, treatment and/or care of patients and service 
users, as well as individual staff records. Under no circumstances should any data be 
divulged or passed on to any third party who is not specifically authorised to receive such 
data. In addition, staff must not access personal information unless authorised to do so as 
part of their role. 
 
Due to the importance that the organisation attaches to confidentiality, disciplinary action will 
be considered for any breach of confidentiality. All members of staff are expected to comply 
with national legislation and local policy in respect of confidentiality and data protection. 
With the increased use of information technology and e-communications, staff should also 
be aware that safe guards are in place to protect the privacy of individuals when using these 
mechanism, both inside and outside of work. This includes the use of social media i.e. 
Facebook, Twitter, Snapchat etc. Where privacy is breached disciplinary action will be 
considered. 
 
All employees should be mindful of the seven Caldicott principles when dealing with person 
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identifiable information. 
1. Justify the purposes of using confidential information 
2. Only use it when absolutely necessary 
3. Use the minimum that is required 
4. Access should be on a strict need to know basis 
5. Everyone must understand his or her responsibilities 
6. Understand and comply with the law 
7. The duty to share information can be as important as the duty to protect patient 


confidentiality 
 
If there is any doubt whether or not someone has legitimate access to information, always 
check before you disclose. 


EQUALITY AND DIVERSITY: 
 
We aim to design and provide services and employment practices that meet the diverse 
needs of our service users and staff, ensuring that none are placed at a disadvantage over 
others. You will be expected to take into account the provisions of the Equality Act 2010 to 
advancing equal opportunity. You must to act in your role to ensure that no one receives 
less favourable treatment due to their protected characteristics i.e. age, disability, gender 
reassignment, marriage and civil partnership, pregnancy and maternity, race, religion or 
belief, sex (gender) or sexual orientation. 
 
In carrying out its functions, you must have due regard to the different needs of different 
protected equality groups in their area. 


INFECTION CONTROL: 
 
All employees have a responsibility to protect from infection themselves and other people, 
whether they be patients, other staff or visitors, as well as making all reasonable effort to 
reduce or prevent the risk of infection in their working environment. All staff have a duty to 
make themselves familiar with and comply with Infection Prevention and Control Policies 
and Procedures, carry out duties required by legislation such as the Health and social care 
Act 2008 (updated 2015) (and subsequent legislation), and to attend mandatory training 
relating to infection prevention and control. 


COUNTER FRAUD: 
 
Staff are expected to report any incidences of potential fraud to the Counter Fraud Helpline 
on 0800 028 40 60. 


SMOKING AT WORK: 
 
The Trust has a “Smoke Free Policy”, which applies to: 


• All persons present in or on any of the Trust grounds and premises 


• All persons travelling in Trust owned vehicles (including lease cars) whilst on official 
business. 


• Privately owned vehicles parked on Trust grounds or when transporting Service 
Users, Visitors on official Trust business. 


• When wearing an NHS uniform. 


ELECTRONIC ROSTERING: 
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‘Our Electronic Rostering system is key to ensuring staff are in the right place with the right 
skills at the right time, to ensure we carry out this responsibility effectively; all LPT staff must 
adhere to the rostering standards and guidelines set out in the Electronic Rostering Policy, 
pertaining to their role’. 


 


 


Person Specification 
Selection Criteria: 


3. Essential/ 
Minimum 


1. Desirable 


Stage measured at. You must 
demonstrate the required criteria 


at all stages indicated 


Appli-
cation 
form 


Intervi 
-ew 


Test Prese-
ntation 


Demonstrates a commitment to      


the Trust’s Values   


1.1 Compassion 3 x 
1.2 Trust 3 x 
1.3 Respect 3 x 


1.4 Integrity 3 x 


Qualifications (Equivalent 
qualifications will be 
considered where their 
equivalency can be 
demonstrated) 


     


2.1 Qualified to A Levels/HNC with a high 


proportion of IT content or equivalent skills or 
experience.. 


3 X 


2.2 One or more Industry entry 
level recognised qualifications 
such as MCP, Dell Certification 


3 X 
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Person Specification 
Selection Criteria: 


3. Essential/ 
Minimum 


1. Desirable 


Stage measured at. You must 
demonstrate the required criteria 


at all stages indicated 


Appli- 
cation 
form 


Intervi 
-ew 


Test Prese-
ntation 


Knowledge and Skills      


3.1 Must have excellent 
knowledge of the workplace 
technologies used within LHIS 
including PC Architecture, MS 
Windows, MS Office, Printers 
(Networked and Standalone). 


3 X X 


3.2 Must have good 
understanding of MS Exchange, 
LANs, WANs, Windows Server, 
Active Directory, TCP/IP, 
Routers, Hubs, Switches. 


3 X X 


3.3 An understanding of IT 
Security and its application within 
IT. 


 
3.4 Understanding of NHS 


1 
 
 
 


1 


X X 
 
 


X 


Connecting for Health and other 
NHS national Policy and its 
impact on NHS organisations 
locally. 


   


3.5 Understanding of NHS 
structure and its constituent 
organisations. 


1 
 


X 


3.6 Good problem solving skills. 3 X X 


3.7 The ability to concentrate in a 
busy support environment when 
problem solving, checking 
information and answering 
queries. 


3 X X 


3.8 Advanced Skills in MS Office. 3 
 


X 


3.9 Confident in their abilities, can 
work under pressure and to tight 
deadlines. 


1 X X 


3.10 Ability to work all day using 
a PC and a telephone headset. 


3 
 


X 
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Person Specification 
Selection Criteria: 


3. Essential/ 
Minimum 


1. Desirable 


Stage measured at. You must 
demonstrate the required criteria 


at all stages indicated 


Appli- 
cation 
form 


Intervi 
-ew 


Test Prese-
ntation 


3.11 Required to act 
independently within appropriate 
latitude deciding when it is 
necessary to refer to their line 
manager. 


3  X   


Experience (both work and 
‘life’ related) 


 
4.1 At least 1 year’s experience 
of working in an IT support role 
exposed to a large corporate 
network. 


 
4.2 Exposure of a complex multi-
site organisation. 


 
 
 


3 
 
 
 
 


3 


 
 
 


X 
 
 
 
 


X 


   


Personal Attributes      


5.1 Evidence of continuing 
personal development. 


3 X 
 


5.2 Work under tight deadlines. 3 
 


X 


5.3 Must be able to demonstrate 
commitment to customer facing 
service. 


3 
 


X 


5.4 Must be committed to self-
development and be enthusiastic 
about acquiring new skills and 
embracing new technologies. 


3 X 


 


5.5 Good Communication Skills 
with empathetic approach to end-
users. 


3 
 


X 


5.6 Must be able to commit to 
working outside of core hours, 
taking part in an out of hours on-
call rota and in addition 
occasional evening and weekend 
working. 


3 
 


X 
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Person Specification 
Selection Criteria: 


3. Essential/ 
Minimum 


1. Desirable 


Stage measured at. You must 
demonstrate the required criteria 


at all stages indicated 


Appli- 
cation 
form 


Intervi 
-ew 


Test Prese-
ntation 


5.7 Will be required to travel 
locally (if working outside of 
Triage) and due to the 
unpredictable nature of this 
support role this could lead to 
early starts or late evenings. 


3  X   


5.8 Must be able to carry, move 
equipment without aids such as 
servers, printers, PCs if working 
outside of Triage. 


3 X 


5.9 Must be able to commit to 
working shifts if required to cover 
extended opening hours of 7am – 
8.30pm and Saturday AM. 


3 X 


Standard Requirements      


Commitment to Equality & 
Valuing Diversity Principles 


3 X X 


Understanding of Confidentiality 
& Data Protection 


3 X X 


Understanding of the service 
users of the Trust (which could 
include lived experience of 
conditions the Trust deals with or 
of receiving services relevant to 
those the Trust provides) 


3 X X 


Mobility   


Own transport or suitable 3 You must demonstrate how you 
alternative. Dependence on  would meet the stated mobility 
public transport is not suitable for  requirement on your application form 
this role   
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JOB DESCRIPTION AND 
PERSON SPECIFICATION FOR: 


Junior Service Desk Analyst 


AGENDA FOR CHANGE BAND: 2 


HOURS AND DURATION; 37.5 hours per week covering shift patterns 7am-
8:30pm (Mon-Fri) 


AGENDA FOR CHANGE 
REFERENCE NUMBER: 


JD 2287 


Qualification  


DBS LEVEL: None Required 


REPORTS TO: Deputy Service Desk Team Leader / Service Desk 
Team Leader 


ACCOUNTABLE TO: Technical Services Manager 


LOCATION: The post holder will initially be based at the location 
specified in the job advertisement and the Contract of 
Employment. However, the Trust reserves the right, 
with consultation, to relocate post holders to any base 
within the Trust in line with service requirements. 


JOB SUMMARY: 
 


LHIS post holder will be expected to operate within SLA/OLA standards expected 


by LHIS customers. LHIS role will have the responsibility for receiving all incoming IT 


and information issues and information requests to LHIS with the brief to either resolve to a 


conclusion, or to pass or escalate to the appropriate teams. All calls are to be logged whilst 


doing so.  


LHIS post holder will need to operate within a busy IT Service Desk environment answering 


incoming phone calls and dealing with Self Service Portal issues from our ITSM Tool. LHIS 


will be under the supervision of the Service Desk Team Leader who will need to ensure that 


procedures that have been developed have been followed. 
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MAIN DUTIES AND RESPONSIBILITIES: 
1. To work within a team on the IT service desk, which will act as the first point of contact for LHIS 


Service end-users. 
2. To ensure that that all calls, emails and Auto-logged calls to the LHIS Service Desk are 


answered, logged and dealt with appropriately or escalated. 
3. To assign complex/technical support jobs to Service Desk Engineers.   
4. To unlock and reset the passwords for users within the Trust and LHIS customer base. 
5. To process user access forms, VPN access forms and other pre-defined forms to a pre-defined 


process. 
6. Ensuring that all issues are resolved within SLA standards or refer to the appropriate second 


line support team, thus ensuring maximum telephone availability. 
7. To assist in maintaining user IT accounts so that they are kept up to date and that access to the 


suite of applications is appropriate to their network access request form. 
8. To follow up resolution of issues to ensure that users are satisfied. 
9. To adhere to quality and performance targets and standards as set by Service Delivery 


Management, using available information to tailor performance 
10. To escalate incidents raised with external support agencies as needed (National Service 


Desks, external local Health Trusts etc.). 
11. To maintain the integrity and security of information held within the trust 
12. To maintain/develop personal IT skills and knowledge with support from Service Desk Analysts 


and Shift Support Team Leader. 
13. The post holder is required to comply with and actively promote the Organisation’s equal 


opportunities policy. 
 


LHIS job description is not exhaustive but is intended to outline the main roles and responsibilities of 
the post holder.  It will be subject to regular review and amendment in consultation with the post 
holder. 


COMMUNICATION AND WORKING RELATIONSHIPS: 
 
All staff within the LHIS user base  


 
1. External 


1.1. All customers of LHIS at all levels. 
1.2. System Supplier Service Desks. 
1.3. Product Supplier Technical Support. 


2. Physical Dimensions  


2.1. Occasional Lifting and moving of Desktop equipment.  
2.2. Prolonged periods sitting at desk, using a computer and screen.  


 
ENVIRONMENTAL FACTORS: 


 


1. Physical Effort 
1.1. The post holder may be required to work at any of the site within the organisation on 


a temporary basis to carry out the duties of the role. There will be a frequent 
requirement to carry portable IT equipment (such as a laptop and projector) to 
undertake engagement and change facilitation sessions. 


2. Mental Effort 


2.1. The post holder will be required to be professional and keeping calm when having to defuse 
situations involving irate, aggressive users who are frustrated with the service provided. 


2.2. Provide an initial diagnostic service when information is being provided by users with very 
little knowledge and understanding of PCs.  


2.3. To concentrate on the information provided by the user, to ensure that the correct advice or 
instructions are issued and appropriate fixes are applied.  
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3. Emotional Effort 
3.1. The post holder will be dealing with the systems holding confidential and sensitive 


information. 
3.2. The post holder will need to be able to handle information and situations over the 


phone sensitively and utilise excellent communication skills.   


The job description is not exhaustive and will be reviewed in the light of changing needs and 
organisational development. Any changes will be discussed with the post holder who may be 
required to carry out the duties appropriate to the grade and scope of the post. 


 


 


ADDITIONAL INFORMATION: 
 


The NHS is in a period of continuing change due to developments and rationalisation of 
services. LHIS will lead to a modification of structures and job descriptions. The post holder 
will be expected to co-operate with changes, subject to consultation, at any time throughout 
the duration of their contract. 


 
MOBILITY: 


 


The person specification for the role will detail the mobility requirements of the post. 
However, employees may be required to work at any of the other sites within the 
organisation subject to consultation. 


 
POLICIES AND PROCEDURES: 


 


All staff should comply with the Trust’s Policies and Procedures. It is the employee’s  responsibility 
to ensure that they are aware of the relevant Policies and Procedures for their area of work. Key 
Policies and Procedures will be explained as part of local induction arrangements 


SAFEGUARDING CHILDREN AND ADULTS: 
 


The Trust takes the issues of Safeguarding Children and Adults, and addressing domestic violence 
very seriously. All employees have a responsibility to support the Trust in its duties by adhering to 
all relevant national and local policies, procedures, practice guidance and professional codes; 
promptly reporting any concerns to the appropriate authority in line with safeguarding policy and 
guidance; attending mandatory training on Safeguarding children and adults; being familiar with 
individual and the Trust’s requirements under relevant legislation. 
 


MENTAL CAPACITY ACT: 


 
All clinical staff will be aware of their responsibilities under the Mental capacity Act and will ensure 
that assessment for Deprivation of Liberty Safeguards is in place for any patient that is deemed to 
lack capacity to consent to their care and treatment. 


MAKING EVERY CONTACT COUNT: 
 


All staff are positively encouraged to contribute to improving health for themselves, their patients, 
service users and colleagues. LHIS happens when, in everyday contact, the opportunity is taken to 
raise the subject of choosing better health by stopping smoking, reducing alcohol intake, eating more 
healthily and becoming more active. The Trust’s Making Every Contact Count programme has further 
information. 
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HEALTH AND SAFETY: 
 


It is the duty of all employees of the Trust to ensure that a safe working environment and safe 
working practices are maintained at all times. Any specific duties you are required to fulfil as part of 
the job you are employed to undertake will be detailed as part of your job description. 


 
All employees must comply with the duties imposed on them by the Health and Safety at Work Act 
1974, i.e. 


 


• To take responsibility for the Health and Safety of themselves and of other persons who 
may be affected by their acts or omissions at work. 


• To co-operate with their employer as far as is necessary to meet the requirement of the 
legislation. 


• Not to intentionally or recklessly interfere with or misuse anything provided in the interest of 
health and safety or welfare 


 
These duties apply to all staff whenever and wherever they are engaged on Trust business. 
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DATA PROTECTION: 
 


In line with national legislation, and the Trust’s policies, you must process all personal data fairly 
and lawfully, for the specific purpose(s) it was obtained and not disclosed in any way incompatible 
with such purpose(s) or to any unauthorised persons or organisations, unless a lawful exemption 
applies. 


 
The post holder must be familiar with and comply with the all Trust Policies on Data Protection, 
Confidentiality and Information Security and requests for personal information. 
The post holder must be familiar with and comply with the Eight Data Protection Principles 
contained within the Data Protection Act 1998. 


 
Personal Data must be: 


 


• Processed fairly and lawfully 


• Processed for specified purposes 


• Adequate, relevant and not excessive 


• Accurate and kept up-to-date 


• Not kept for longer than necessary 


• Processed in accordance with the rights of data subjects 


• Protected by appropriate security 


• Not transferred outside the EEA without adequate protection 


CONFIDENTIALITY: 
 


The Trust attaches the greatest importance to patient confidentiality and to the confidentiality of 
personal health data, personal data and other data held and processed by the Trust. All data should 
be treated as confidential and should only be disclosed on a need-to-know basis. 


 


Some data may be especially sensitive and is the subject of a specific organisation policy, including 
information relating to the diagnosis, treatment and/or care of patients and service users, as well as 
individual staff records. Under no circumstances should any data be divulged or passed on to any 
third party who is not specifically authorised to receive such data. In addition, staff must not access 
personal information unless authorised to do so as part of their role. 


 
Due to the importance that the organisation attaches to confidentiality, disciplinary action will be 
considered for any breach of confidentiality. All members of staff are expected to comply with 
national legislation and local policy in respect of confidentiality and data protection. 


With the increased use of information technology and e-communications, staff should also be aware that safe 
guards are in place to protect the privacy of individuals when using these mechanism, both inside and outside 
of work. LHIS includes the use of social media i.e. Facebook, Twitter, Snapchat etc. Where privacy is breached 
disciplinary action will be considered. 
 
All employees should be mindful of the seven Caldicott principles when dealing with person identifiable 
information. 
Justify the purposes of using confidential information 
Only use it when absolutely necessary 
Use the minimum that is required 
Access should be on a strict need to know basis 
Everyone must understand LHIS or her responsibilities 
Understand and comply with the law 
The duty to share information can be as important as the duty to protect patient  
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confidentiality 
 


If there is any doubt whether or not someone has legitimate access to information, always check 
before you disclose. 


EQUALITY AND DIVERSITY: 
 


We aim to design and provide services and employment practices that meet the diverse needs of 
our service users and staff, ensuring that none are placed at a disadvantage over others. You will 
be expected to take into account the provisions of the Equality Act 2010 to advancing equal 
opportunity. You must to act in your role to ensure that no one receives less favourable treatment 
due to their protected characteristics i.e. age, disability, gender reassignment, marriage and civil 
partnership, pregnancy and maternity, race, religion or belief, sex (gender) or sexual orientation. 


 
In carrying out its functions, you must have due regard to the different needs of different protected 
equality groups in their area. 


INFECTION CONTROL: 
 


All employees have a responsibility to protect from infection themselves and other people, whether 
they be patients, other staff or visitors, as well as making all reasonable effort to reduce or prevent 
the risk of infection in their working environment. All staff have a duty to make themselves familiar 
with and comply with Infection Prevention and Control Policies and Procedures, carry out duties 
required by legislation such as the Health and social care Act 2008 (updated 2015) (and subsequent 
legislation), and to attend mandatory training relating to infection prevention and control. 


COUNTER FRAUD: 
 


Staff are expected to report any incidences of potential fraud to the Counter Fraud Helpline on 
0800 028 40 60. 


SMOKING AT WORK: 
 


The Trust has a “Smoke Free Policy”, which applies to: 


• All persons present in or on any of the Trust grounds and premises 


• All persons travelling in Trust owned vehicles (including lease cars) whilst on official 
business. 


• Privately owned vehicles parked on Trust grounds or when transporting Service Users, 
Visitors on official Trust business. 


• When wearing an NHS uniform. 


ELECTRONIC ROSTERING: 
 


‘Our Electronic Rostering system is key to ensuring staff are in the right place with the right skills 
at the right time, to ensure we carry out LHIS responsibility effectively; all LPT staff must adhere 
to the rostering standards and guidelines set out in the Electronic Rostering Policy, pertaining to 
their role’. 
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PERSON SPECIFICATION 


JOB TITLE: Junior Service Desk Analyst 
 


AFC REF NO: 
 


 
Person Specification 


Selection Criteria: 
3. Essential/ 


Minimum 
1. Desirable 


Stage measured at. You must 
demonstrate the required criteria 


at all stages indicated 


Appli- 
cation 
form 


Intervi 


-ew 


Test Prese- 
ntation 


Demonstrates a commitment to      


the Trust’s Values   


1.1 Compassion 3 x 
1.2 Trust 3 x 
1.3 Respect 3 x 


1.4 Integrity 3 x 


Qualifications (Equivalent 
qualifications will be 
considered where their 
equivalency can be 
demonstrated) 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


   


1.2 Functional skills- Level 1 
in Literacy & numeracy or 
GCSE Maths and English 
grade A-C or 4-9 in new 
grading as being required  


3 
 
 
 
 
 


X X 
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Person Specification 
Selection Criteria: 


3. Essential/ 
Minimum 


1. Desirable 


Stage measured at. You must 
demonstrate the required criteria 


at all stages indicated 


Appli- 
cation 
form 


Intervi 
-ew 


Test Prese- 
ntation 


Knowledge and Skills      
 
 
 
 


 
 


3.1   A good understanding of 
   


Basic IT skills including 3 X X 
IT security/GDPR, emails,     


          & MS Windows 
 


   


3.2    Minimum 12 months     
experience of inputting and  
manipulating data and information  
into computer databases 
 


 


3 X X 


    


    


3.3 Confident Communicator 3 X X 


3.4 High attention to detail 3 X X 


3.5 Written communication 3 X X 
Skills    


3.6 Team working 3 X X 


Experience (both work and 
‘life’ related) 


     


4.1 Keyboard/word processing 
experience 


 
3 


 
X 


 
X 


 


4.2 Microsoft Office software 
experience 


3  
X 


 
X 


 
 


4.3 Work Experience (paid or 
voluntary) At least 1 
years’ experience of 
working in an IT support 
role 


3  
X 


 
X 
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Person Specification 
Selection Criteria: 


3. Essential/ 
Minimum 


1. Desirable 


Stage measured at. You must 
demonstrate the required criteria 


at all stages indicated 


Appli- 
cation 
form 


Intervi 
-ew 


Test Prese- 
ntation 


Interpersonal Skills 


 


5.1 Ability to build 
relationships with 
colleagues 


 


5.2 Ability to work under 
supervision and direction 
from another colleague 


 


5.3 Willingness to be 
adaptable and flexible in 
approach to work 


 


3 


 


 


 


3 


 


 


3 


 


  
 
 


X 


X 


 


X 


  


Personal Attributes      


6.1 Interested in a career in 
3 


X 
information and the NHS 3  


6.2 Flexible 3 X 
6.3 Willing to learn 3 X 
6.4 Positive approach 3 X 
6.5 Clean and tidy 3 X 


appearance/comply with   


dress code   


6.6 Polite and helpful 3 X 


6.7 Confident 3 X 
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Person Specification 
Selection Criteria: 


3. Essential/ 
Minimum 


1. Desirable 


Stage measured at. You must 
demonstrate the required criteria 


at all stages indicated 


Appli- 
cation 
form 


Intervi 
-ew 


Test Prese- 
ntation 


Standard Requirements      


Commitment to Equality & 
Valuing Diversity Principles 


3 X X 


Understanding of Confidentiality 
& Data Protection 


3 X X 


Understanding of the service 
users of the Trust (which could 
include lived experience of 
conditions the Trust deals with or 
of receiving services relevant to 
those the Trust provides) 


1 X X 


Mobility    
 


X 


 
 


 


  


 


Able to travel on a daily basis to 
permanent place of work 


 


3 


  


   
 


You must demonstrate how you 
would meet the stated mobility 
requirement on your application form 


 






_1846904136.pdf


 
 


JOB DESCRIPTION AND 
PERSON SPECIFICATION FOR: 


Band 4 Service Desk Analyst 


AGENDA FOR CHANGE BAND: 4 


HOURS AND DURATION; 37.5 hours per week covering shift patterns 
7am-8:30pm (Mon-Fri) 8am-1pm (Sat) 


AGENDA FOR CHANGE 
REFERENCE NUMBER: 


JD 2287 


DBS LEVEL: None Required 


REPORTS TO: Service Desk Team Leader 


ACCOUNTABLE TO: Technical Services Manager 


LOCATION: The post holder will initially be based at the location 
specified in the job advertisement and the Contract of 
Employment. However, the Trust reserves the right, 
with consultation, to relocate post holders to any base 
within the Trust in line with service requirements. 


JOB SUMMARY:  


The LHIS post holder will be expected to operate within SLA/OLA standards expected by 
customers. LHIS role will have the responsibility for receiving all incoming issues and 
information requests to LHIS with the brief to either resolve to a conclusion, or to pass or 
escalate to the appropriate person. All calls are to be logged whilst doing so. They will be 
responsible for communicating complicated IM&T issues to non-IM&T staff/suppliers. 


 


LHIS post holder will need to operate within a busy contact centre environment and will need 
to ensure that they follow procedures that have been developed. 


 


The service desk will have responsibility for logging all calls, owning all calls until closure, 
progress chasing and performing user account management. LHIS post may require flexible 
working hours, based upon the service requirements of the LHIS client base. 
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MAIN DUTIES AND RESPONSIBILITIES: 


1. To work within a team on the customer service desk, LHIS will act as the first point 
of contact for LHIS Service end-users. 


2. To ensure that that all calls, emails and Self-Service Portal Workorders to the LHIS 
Service Desk are answered, logged and dealt with appropriately. 


3. To develop a thorough understanding of SLA and OLA agreements and that issues 
falling within these agreements are owned by the Service Desk and performance 
managed to resolution. 


4. The maintenance and contribution to a knowledge base to share throughout the 
whole of the LHIS function based on cleared issue and problem logs. 


5. To analyse, investigate and resolve complex IM&T queries, where there are a 
number of options, as well as analysing user requirements which may require 
configuration of software and hardware 


6. To ensure that the clients of LHIS are supported by the Service Desk team with 
regards to Account management, GP connections for messaging and browsing, basic 
desktop system issues, mobile phones and application software for all Partnership 
Trust and Primary Care Trust buildings. In addition, other client organisations of LHIS 
will be supported as per their SLA arrangements. 


7. To process account-based administration enquires, VPN access issues and 
other pre-defined forms to a pre-defined process. 


8. Ensuring that all issues are resolved within SLA standards or refer to the appropriate 
second line support team, thus ensuring maximum telephone availability. 


9. To maintain computer systems, user IT accounts so that they are kept up to date and 
that access to the suite of applications is appropriate to their network access request 
form, as well as being responsible for introducing adapting and improving IM&T 
systems in own area of responsibility. 


10. To follow up resolution of issues to ensure that users are satisfied. 
11. To progress chase internal and 3rd Party engineers and external engineers and 


suppliers to ensure that user’s expectations are managed, and that the response is 
timely. 


12. To assist in the management of the Service Desk support application. General 
maintenance of the software including user accounts, amendment of categories, 
making sure calls are allocated etc. 


13. To adhere to quality and performance targets and standards as set by Service 
Delivery Management, using available information to tailor performance 


14. To escalate incidents raised with external support agencies as needed (National 
Service Desk, external local Health Trusts etc.). 


15. The post holder is required to comply with and actively promote the Organisation’s 
equal opportunities policy. 
LHIS job description is not exhaustive but is intended to outline the main roles and 
responsibilities of the post holder. It will be subject to regular review and amendment 
in consultation with the post holder. 


 


LHIS job description is not exhaustive but is intended to outline the main roles and 
responsibilities of the post holder. It will be subject to regular review and amendment in 
consultation with the post holder. 
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KEY RESULTS AREAS: 


• To ensure all the calls are logged, assigned and dealt with as per organisation’s SLA 
requirements. 


• To ensure availability during team working hours between 7am-8:30pm (Mon-Fri) and 
8am-1pm (Sat). 


• To monitor and escalate repetitive technical issues to Service Desk Team Leader. 


• To inform and update Technical Support Team leader on known issues and any other 
issues affecting service delivery. 


• To ensure participation in achieving Team’s SLA targets. 


• To assist Service Desk Team leader in developing and maintaining the ITSM Tool 
and the Knowledgebase. 


COMMUNICATION AND WORKING RELATIONSHIPS: 
Internal 


• All staff within LHIS at all levels. 


External 
• All customers of LHIS at all levels. 


• System Suppliers and Technical Consultants. 


• System Supplier Service Desks. 


• Product Supplier Technical Support. 


ENVIRONMENTAL FACTORS: 
 


1. Physical Effort 


• Occasional Lifting and moving of Desktop equipment. 


• Prolonged periods sitting at desk, using a computer and screen. 
2. Mental Effort 


• The post holder will be required to be professional and keeping calm when having 
to defuse situations involving irate, aggressive users who are frustrated with the 
service provided. 


• Provide an initial diagnostic service when information is being provided by users 
with very little knowledge and understanding of PCs. 


• To concentrate on the information provided by the user, to ensure that the correct 
advice or instructions are issued and appropriate fixes are applied. 


• Dealing with the more in-depth IT issues. 
3. Emotional Effort 


• The post holder will be dealing with the systems holding confidential and sensitive 
information. The post holder will need to be able to handle information and 
situations over the phone sensitively and utilize excellent communication skills. 


4. Working Conditions 


• The post holder will need to be able to use a computer regularly throughout the day 
within an open-plan office environment. 


The job description is not exhaustive and will be reviewed in the light of changing needs and 
organisational development. Any changes will be discussed with the post holder who may be 
required to carry out the duties appropriate to the grade and scope of the post. 
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ADDITIONAL INFORMATION: 
 


The NHS is in a period of continuing change due to developments and rationalisation of 
services. LHIS will lead to a modification of structures and job descriptions. The post holder 
will be expected to co-operate with changes, subject to consultation, at any time throughout 
the duration of their contract. 


 
MOBILITY: 


 
The person specification for the role will detail the mobility requirements of the post. 
However, employees may be required to work at any of the other sites within the 
organisation subject to consultation. 


 


POLICIES AND PROCEDURES: 
 
All staff should comply with the Trust’s Policies and Procedures. It is the employee’s 
responsibility to ensure that they are aware of the relevant Policies and Procedures for their 
area of work. Key Policies and Procedures will be explained as part of local induction 
arrangements 


SAFEGUARDING CHILDREN AND ADULTS: 
 
The Trust takes the issues of Safeguarding Children and Adults, and addressing domestic 
violence very seriously. All employees have a responsibility to support the Trust in its duties 
by adhering to all relevant national and local policies, procedures, practice guidance and 
professional codes; promptly reporting any concerns to the appropriate authority in line with 
safeguarding policy and guidance; attending mandatory training on Safeguarding children and 
adults; being familiar with individual and the Trust’s requirements under relevant legislation. 


MENTAL CAPACITY ACT: 


All clinical staff will be aware of their responsibilities under the Mental capacity Act and will 
ensure that assessment for Deprivation of Liberty Safeguards is in place for any patient that 
is deemed to lack capacity to consent to their care and treatment. 


MAKING EVERY CONTACT COUNT: 
 
All staff are positively encouraged to contribute to improving health for themselves, their 
patients, service users and colleagues. LHIS happens when, in everyday contact, the 
opportunity is taken to raise the subject of choosing better health by stopping smoking, 
reducing alcohol intake, eating more healthily and becoming more active. The Trust’s Making 
Every Contact Count programme has further information. 


HEALTH AND SAFETY: 
 
It is the duty of all employees of the Trust to ensure that a safe working environment and safe 
working practices are maintained at all times. Any specific duties you are required to fulfil as 
part of the job you are employed to undertake will be detailed as part of your job description. 


All employees must comply with the duties imposed on them by the Health and Safety at Work 
Act 1974, i.e. 
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• To take responsibility for the Health and Safety of themselves and of other persons 
who may be affected by their acts or omissions at work. 


• To co-operate with their employer as far as is necessary to meet the requirement of 
the legislation. 


• Not to intentionally or recklessly interfere with or misuse anything provided in the 
interest of health and safety or welfare 


These duties apply to all staff whenever and wherever they are engaged on Trust business. 


DATA PROTECTION: 
 
In line with national legislation, and the Trust’s policies, you must process all personal data 
fairly and lawfully, for the specific purpose(s) it was obtained and not disclosed in any way 
incompatible with such purpose(s) or to any unauthorised persons or organisations, unless a 
lawful exemption applies. 
 
The post holder must be familiar with and comply with all Trust Policies on Data Protection, 
Confidentiality and Information Security and requests for personal information. 
The post holder must be familiar with and comply with the Eight Data Protection Principles 
contained within the Data Protection Act 1998. 


Personal Data must be: 
 


• Processed fairly and lawfully 


• Processed for specified purposes 


• Adequate, relevant and not excessive 


• Accurate and kept up to date 


• Not kept for longer than necessary 


• Processed in accordance with the rights of data subjects 


• Protected by appropriate security 


• Not transferred outside the EEA without adequate protection 


CONFIDENTIALITY: 
 
The Trust attaches the greatest importance to patient confidentiality and to the confidentiality 
of personal health data, personal data and other data held and processed by the Trust. All 
data should be treated as confidential and should only be disclosed on a need-to-know basis. 
 
Some data may be especially sensitive and is the subject of a specific organisation policy, 
including information relating to the diagnosis, treatment and/or care of patients and service 
users, as well as individual staff records. Under no circumstances should any data be divulged 
or passed on to any third party who is not specifically authorised to receive such data. In 
addition, staff must not access personal information unless authorised to do so as part of their 
role. 
 
Due to the importance that the organisation attaches to confidentiality, disciplinary action will 
be considered for any breach of confidentiality. All members of staff are expected to comply 
with national legislation and local policy in respect of confidentiality and data protection. 
With the increased use of information technology and e-communications, staff should also be 
aware that safeguards are in place to protect the privacy of individuals when using these 
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mechanism, both inside and outside of work. LHIS includes the use of social media i.e. 
Facebook, Twitter, Snapchat etc. Where privacy is breached disciplinary action will be 
considered. 


All employees should be mindful of the seven Caldicott principles when dealing with person 
identifiable information. 


1. Justify the purposes of using confidential information 
2. Only use it when absolutely necessary 
3. Use the minimum that is required 
4. Access should be on a strict need to know basis 
5. Everyone must understand LHIS or her responsibilities 
6. Understand and comply with the law 
7. The duty to share information can be as important as the duty to protect patient 


confidentiality 
 
If there is any doubt whether or not someone has legitimate access to information, always 
check before you disclose. 


EQUALITY AND DIVERSITY: 
 
We aim to design and provide services and employment practices that meet the diverse 
needs of our service users and staff, ensuring that none are placed at a disadvantage over 
others. You will be expected to take into account the provisions of the Equality Act 2010 to 
advancing equal opportunity. You must act in your role to ensure that no one receives less 
favourable treatment due to their protected characteristics i.e. age, disability, gender 
reassignment, marriage and civil partnership, pregnancy and maternity, race, religion or 
belief, sex (gender) or sexual orientation. 
 
In carrying out its functions, you must have due regard to the different needs of different 
protected equality groups in their area. 


INFECTION CONTROL: 
 
All employees have a responsibility to protect from infection themselves and other people, 
whether they be patients, other staff or visitors, as well as making all reasonable effort to 
reduce or prevent the risk of infection in their working environment. All staff have a duty to 
make themselves familiar with and comply with Infection Prevention and Control Policies and 
Procedures, carry out duties required by legislation such as the health and social care Act 
2008 (updated 2015) (and subsequent legislation), and to attend mandatory training relating 
to infection prevention and control. 


COUNTER FRAUD: 


Staff are expected to report any incidences of potential fraud to the Counter Fraud Helpline 
on 0800 028 40 60. 
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SMOKING AT WORK: 
 
The Trust has a “Smoke Free Policy”, which applies to: 


• All persons present in or on any of the Trust grounds and premises 


• All persons travelling in Trust owned vehicles (including lease cars) whilst on official 
business. 


• Privately owned vehicles parked on Trust grounds or when transporting Service 
Users, Visitors on official Trust business. 


• When wearing an NHS uniform. 


ELECTRONIC ROSTERING: 
 
‘Our Electronic Rostering system is key to ensuring staff are in the right place with the right 
skills at the right time, to ensure we carry out LHIS responsibility effectively; all LPT staff 
must 
adhere to the rostering standards and guidelines set out in the Electronic Rostering Policy, 
pertaining to their role’. 


 


 


Person Specification 
Selection Criteria: 


3. Essential/ 
Minimum 


1. Desirable 


Stage measured at. You must 
demonstrate the required criteria 


at all stages indicated 


Appli- 
cation 
form 


Intervi 
-ew 


Test Prese-
ntation 


Demonstrates a commitment to      


the Trust’s Values   


1.1 Compassion 3 x 
1.2 Trust 3 x 
1.3 Respect 3 x 
1.4 Integrity 3 x 


Qualifications (Equivalent      


qualifications will be 
considered where their 
equivalency can be 
demonstrated) 


  


2.1 Qualified to A Level or equivalent skills or 


experience in IT Service Analysis. 


3 X 


 


2.2 Formal training in relevant industry 


information management and technology 
disciplines such as MCP or equivalent 
experience in MS Office. 


 
3 


 
X 


2.3 ECDL/ICDL or equivalent experience. 3 X 


 


2.4 Customer Services qualification e.g. 


NVQ Customer Services or equivalent 
experience. 


 


 
3 


 


 
X 
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Person Specification 
Selection Criteria: 


3. Essential/ 
Minimum 


1. Desirable 


Stage measured at. You must 
demonstrate the required criteria 


at all stages indicated 


Appli- 
cation 
form 


Intervi 


-ew 


Test Prese-
ntation 


Knowledge and Skills 
 
3.1 An excellent understanding of the 
following aspects of IT:- 
PC architecture, MS Windows and 
MS Office, Printers (networked & 
standalone) 


 


 


3.2 Experience of working within a Service 
Level Agreement controlled environment. 


 


3.3 Experience of working within an 
environment governed by policies and 
procedures 


 


 


3.4 An understanding of knowledge bases 
and their use. 


 


3.5 Ability to communicate with people with 
differing levels of technical knowledge, 
altering phrasing and language as required. 


 


 


3.6 High problem solving capabilities. 
 


 


3.7 Ability to concentrate where work 
pattern is unpredictable & to concentrate for 
long periods when working to resolve issues. 
Ability to work unsupervised for long periods 


 


3.8 Minimum 12 months experience of 
Inputting and manipulating data and 
information into computer databases 


 


 


3.9 High attention to detail and outstanding 
accuracy when recording information into 
computer systems 


 


 


3.10 Pleasant, professional telephone 
manner, ability to communicate 
sympathetically. 


 


 


3.11 Ability to control difficult escalation 
situations involving a difference of opinion. 


 
 


3 
 
 
 
 
 


3 
 
 


1 
 
 
 


1 
 
 
 


1 
 
 
 


3 
 
 


3 
 
 
 


3 
 
 
 
 


1 
 
 
 


3 
 
 
 
 


3 


 
 


X 
 
 
 
 
 


X 


X 


 
X 


 
 
 


X 
 
 
 


X 


X 


 
X 


 
 
 
 


X 
 
 
 
 
 
 
 
 


X 


 
 


X 
 
 
 
 
 


X 


X 


 
X 


 
 
 


X 
 
 
 


X 


X 


 
X 


 
 
 
 


X 
 
 
 


X 
 
 
 
 


X 
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Person Specification 
Selection Criteria: 


3. Essential/ 
Minimum 


1. Desirable 


Stage measured at. You must 
demonstrate the required criteria 


at all stages indicated 


Appli- 
cation 
form 


Intervi 


-ew 


Test Prese-
ntation 


Experience (both work and 
‘life’ related) 


 
4.1 At least 1 years’ experience of 
working in an IT support role 
exposed to a large corporate 
network. 


 
4.2 Exposure of a complex multi-
site organisation. 


 
 
 


3 
 
 
 
 


3 


 
 
 


X 
 
 
 
 


X 


   


Personal Attributes 
 
5.1 Evidence of continuing 
personal development. 


 
5.2 Work under tight deadlines. 


 
5.3 Must be able to demonstrate 
commitment to customer facing 
service. 


 
 
5.4 Must be committed to self-
development and be enthusiastic 
about acquiring new skills and 
embracing new technologies. 


 
5.5 Good Communication Skills 
with empathetic approach to end-
users. 


 
5.6 Must be able to commit to 
working outside of core hours, 
taking part in an out of hours on-
call rota and in addition occasional 
evening and weekend working. 


 
 
5.7 Will be required to travel 
locally (if working outside of 
Triage) and due to the 
unpredictable  nature  of  LHIS 
support role LHIS could lead to 
early starts or late evenings. 


 
 


3 
 
 


3 
 


3 
 
 
 
 


3 
 
 


 
3 


 
 
 


3 
 
 
 
 
 
 
 


3 


 
 


X 
 
 
 
 
 
 
 
 
 


X 


 
 
 
 
 


X 


X 


 
 
 
 
 
 
 
 


X 
 
 
 


X 
 
 
 
 
 
 
 


X 
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Person Specification 
Selection Criteria: 


3. Essential/ 
Minimum 


1. Desirable 


Stage measured at. You must 
demonstrate the required criteria 


at all stages indicated 


Appli- 
cation 
form 


Intervi 


-ew 


Test Prese-
ntation 


 
5.8 Must be able to carry, move 
equipment without aids such as 
servers, printers, PCs if working 
outside of Triage. 


 
5.9 Must be able to commit to 
working shifts if required to cover 
extended opening hours of 7am – 
8.30pm and Saturday AM. 


 
3 


 
 
 
 


3 


  
X 


 
 
 
 


X 


  


Standard Requirements 
 
Commitment to Equality & 
Valuing Diversity Principles 


 
Understanding of Confidentiality 
& Data Protection 


 
Understanding of the service 
users of the Trust (which could 
include lived experience of 
conditions the Trust deals with or 
of receiving services relevant to 
those the Trust provides) 


 
 


3 
 
 


3 
 
 


3 


 
 


X 


X 


X 


 
 


X 


X 


X 


  


Mobility 
The use of public transport would 
be acceptable for LHIS post 
restricted to Triage only. 


 
3 You must demonstrate how you 


would meet the stated mobility 
requirement on your application form 
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LHIS Service Desk Structure


Job Title Band
Number of
Staff


Brief Role Description


Service Desk Manager 7 1
Leads Service Desk and support teams, strategy,
performance and customer service.


Service Desk Team
Leader


6 1
Manages daily operations, staff, escalations and SLA
delivery.


Deputy Service Desk
Team Leader


5 1
Supports and deputises for Team Leader, handles
complex issues.


Service Desk Engineer 5 6
Provides 2nd line technical support and resolves
escalated incidents.


Service Desk Analyst 4 15
Delivers 1st line IT support, logging and resolving
incidents and requests.







LHIS Service Desk Organisational Structure & Staffing
Establishment


Service Desk Manager


Band 7 | 1 WTE


Service Desk Team Leader


Band 6 | 1 WTE


Service Desk Engineers


Band 5 | 6 WTE


Deputy SD Team Leader


Band 5 | 1 WTE


Service Desk Analysts


Band 4 | 15 WTE


Total Establishment: 24 WTE






