


	Date:

	Feb 2025


          

JOB DESCRIPTION & PERSON SPECIFICATION

	Post title:
	Head of Knowledge & Support Services

	Post number
	

	Faculty/Service:
	Knowledge & Digital Services

	DBS check required:
	N

	Employee Category:
	Professional Services

	Grade:
	7

	Post responsible to:
	Director of Knowledge & Digital Services


	Post/s responsible for:
	Business Analyst, Knowledge Officers, Knowledge Assistants, and the KDS Support Technicians





	Job purpose

	
Lead the team of Knowledge and 2nd line colleagues. Budget holder and responsible for the appropriate procurement and management of all content and loan equipment for the University and for delivering 2nd level technical support across the University. Processing and coordination of appropriate and timely responses to ServiceDesk calls. Developing the team and providing protocols and procedures to escalate calls to 3rd Line / Development teams. Functional manager of ServiceDesk and all “library” technology systems, monitoring activities. Oversight of the KDS Business Analyst offering guidance and support. Responsible for setting and analysing Department SLAs.  





	Main duties and responsibilities

	Oversight of the procurement of all content and equipment delivered through Knowledge and Digital Services area.

	Line management, development, and support to the team of Knowledge & Support.

	Responsible for budget management of a budget c£1m+, audit processes and working with the Director planning of future budget requirements and allocations.

	Owner of the technologies used to deliver the services (including ServiceDesk – KDS elements, LMS, Reprographics/MFD, Resource List etc). Ensuring that all opportunities for automation and business process effectiveness is embedded in the department. 

	Support Business Analyst in scoping and workload as they support customers and institutional significant projects.

	Influences the strategic direction and takes responsibility for the full range of Knowledge and Support Service functions, including approaches to content and equipment reviews, use of the resources available and ways to maximise the budget to ensure best value for money available while fully supporting University academic strategies and ambitions.

	Create and maintain and report against relevant SLAs

	Review and monitor all 2nd line enquiries and distil where self-help materials are required to support customer experience and 1st line support colleagues. 

	Investigate escalated incidents to responsible service owners and seek resolution, look for evidence of Problems with related “incidents” to allow greater understanding of problems. 

	Work closely with the Technology for Teaching team and Estates & Facilities teams to co-ordinate project and summer activities.

	Represent the Service and the University at appropriate local, national, and international events and groups.

	Part of the Department Leadership Group.

	Any other duties as may be reasonably required.



	General information

	It is anticipated that this job description will change over time in accordance with the needs of the role.  The role holder will be fully consulted on any proposed amendments. The role may be required to work on occasional weekends and evenings.

We delight in diversity in our workforce and seek those that share this value

	PERSON SPECIFICATION


	The person specification details the attributes that the successful post holder requires to enable them to succeed in this role.  

Each of the attributes are designated as either essential (E ) or desirable (D).  

In order to be shortlisted for interview, your application needs to demonstrate that you meet all of the essential (E ) attributes and as many of the desirable (D) attributes as possible that are being assessed at application (A) stage.

(I = interview, P = presentation, T = test)

	ATTRIBUTES
	ESSENTIAL/ DESIRABLE
	ASSESSMENT AIPT

	EDUCATION/TRAINING
	 
	 

	Degree level 
	D
	A

	Professional membership of relevant body
	D
	A

	GCSE A-C Maths
	E
	A

	EXPERIENCE
	 
	 

	Experience of leading a resources or acquisition service 
	E
	A, I

	Leading a customer focused service
	E
	A, I

	Line management of staff
	E
	A, I

	Experience of leading in a Higher Education, Helpdesk,  Library or equipment service area
	D
	A

	Experience of managing a significant (multi-million) budget
	D
	A, I

	Experience of delivering technical support services
	D
	A, I

	Training and supporting learning of team members
	D
	A, I

	KNOWLEDGE
	 
	 

	Budgeting and auditing practices and requirements
	E
	A, I

	Microsoft Operating systems and applications
	E
	!

	Setting and monitoring Key Performance Indicators
	E
	A, I

	Statistical analysis
	D
	I

	SKILLS/ABILITIES
	 
	 

	Excellent interpersonal and communication skills
	E
	I, P

	Leadership and management skills in a compassionate environment 
	E
	A

	Agile thinker and creative problem solver
	E
	I

	Analytical approach to measurement of analytics, KPIs, SLAs and other measures 
	E
	A, I

	Customer centric in planning and operation
	E
	I, P

	Ability to work under pressure with multiple strands of activity
	E
	A, I, P

	Ability to develop team members in their ability to develop their own knowledge, skills and confidence
	E 
	I, P

	Formal project management experience 
	D
	A

	PERSONALITY
	 
	 

	Motivational and able to engage others in the service and our stakeholders 
	E
	A, P

	Self-driven and motivated 
	E
	I

	Ability to manage several activities and projects at one time 
	E
	I

	Ability to build respect in team members from a different professional background 
	E
	I, P

	Ability to work to deadlines and under time pressure 
	E
	I

	OTHER
	 
	 

	Demonstrate commitment to University Values
	E
	A, I

	Maintain personal awareness of all areas of KDS 
	E
	A
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