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Job Title:   Service Desk and Performance Manager   

Department:   Information Services 

 

Location:  Home Based with regular travel to the London office 

Hours of Work:   37.5 hours (Monday to Friday)  
Contract:   Full Time   

Salary:    c£40000 pa  

Annual Leave:  33 days (excluding 8 bank holidays)  

Other Benefits:   Pension - 8% Employer Contribution  

Season ticket loan 

Childcare Vouchers (subject to eligibility) 
Reporting to:  Head of Information Services 

Direct Report:   2 Direct, others accountable on project basis 

Relationships:  IS, Operations, Knowledge Champions, Heads of 

Service and Directors 

 

 

Background 
 

Dementia UK’s Admiral Nurses provide the specialist dementia support that 

families need. Admiral Nurses offer specialist one-to-one support to anyone 

affected by dementia. We work together with families and other dementia 

services, using our experience and expertise to foresee and avoid crisis, and 

upskill others in the care pathway. 
 

Our Information Services team plays an integral part in driving a rapidly expanding 

Dementia UK forward, from supplying equipment and managing our internal 

support function to leading on digital strategy. Our vision is to create a ‘Digital 

DUK’ to transform business processes with technology, harness the power of the 

organisation’s data to create real insight and use innovation to support our Admiral 

Nurses in an ever-changing technological landscape. 

We must keep the critical IT Infrastructure running and ensure that our staff have 

a positive experience from their use of technology as well as developing curiosity 

and innovation. The Service Desk and Performance Manager will develop and 

maintain our customer service desk by balancing resources, maintaining our SLA 

and acting as an ambassador for Information Services. All the while keeping our 

staff happy with the service we provide. 

 

Purpose of Job  

 
The Service Desk and Performance Manager is responsible for developing and 
managing service standards for Information Services. They will manage the first 
and second-line technical support for all departmental IT applications and services 
to remote, mobile and home-based staff, including end-user computing in our 



 

Job Description – Service Desk and Performance Manager

 Page 2 of 6 3/24/2021 

post-COVID ‘hybrid’ operating model. This includes multi-function devices and 
specialised IT equipment 

It is a ‘front of house’ role, building relationships to help gather future 
requirements and also to manage expectations where necessary. You will also 
work with the Head of IS to focus on the key strategic deliverables of the 
Dementia UK strategy for Information Services. 

 

 

Key Accountabilities and Responsibilities  

  

1. Continual service improvement. To ensure continuous service improvement 

we should be able to deliver the best service to our internal ‘customers’ with 
the available resources. Identify process optimisation opportunities with 

guidance and contribute to the implementation of innovative proposed 

solutions.  

 

2. Customer service management. Translate ‘lessons learnt’ from complaint 

cycles into continual service improvement. Take responsibility for the full range 
of customer service functions, including reviewing customer service 

satisfaction. Know how to investigate which processes could be automated 

while all the time being sensitive to the organisational culture and values of 

the Charity, so that solutions are consistent with our wider organisational 

design. 

 

3. Service reporting and presentation. Know to leverage your data analytics 
skills to enhance business performance by unlocking the stories and trends 

inside the data to enhance organisational insight. You are highly data literate 

and are comfortable with presenting to a wide range of audiences with varying 

levels of data literacy to get your message across to the organisation. 

 

4. Cloud technologies and business change. Used to working with cloud 
systems such as Microsoft 365 and are comfortable with enterprise level 

software and hardware. We have made significant steps in becoming a fully 

cloud organisation. Able to initiate and develop training solutions to increase 

colleagues understanding of our technologies to reduce demand for helpdesk 

and increase digital literacy. 

 
5. Project management – Comfortable leading on projects and being an active 

participant in others. Familiar with techniques which deliver success you can 

scope, design, initiate and execute projects successfully using project-

appropriate levels of risk, issue and performance reporting and lessons 

learnt/what worked reviews. We are working as an organisation to improve 

project accountabilities and schedule resources more effectively so you will be 

able to share your expertise with other colleagues as appropriate. 
 

6. Collaboration and teamwork – Collaborating with colleagues who may or 

may not be familiar with the same methods and ways of working, whilst 
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identifying opportunities and mitigating risks. Attending team meetings to 

encourage collaboration and develop new ideas and innovative concepts for 

the future in order to maximise the efficiency of the Charity and optimise the 

technology experience for all staff. 

 

7. Additional general responsibility - All staff should actively promote the core 
Values of Dementia UK whilst working towards achieving the strategic 

objectives of the Charity, focusing on the impact of the departmental 

Operational Plan. Supporting the management team to ensure that Dementia 

UK fulfils its obligations for the Health, Safety and Security of all employees 

and relevant stakeholders including Volunteers. Represent Dementia UK in 

relevant charity sector initiatives and ensure that the Charity continues to learn 
from and share information with internal and external stakeholders as 

appropriate. Promoting equality of opportunity, diversity, and inclusiveness to 

ensure that the delivery of people management, policies, and systems through 

all aspects of the Charity are fair, transparent, and consistent, without 

prejudice or discrimination to all internal and external stakeholders.  

 

This is not a contractual document and is subject to variation from time to time 
as circumstances dictate. This job description summarises the main duties and 

responsibilities of the post and is not a full and exhaustive list of tasks. All 

Dementia UK staff are expected to demonstrate flexibility and willingness to 

perform appropriate tasks when the need arises.  
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Team Structure  
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PERSON SPECIFICATION 

 

The skills, abilities, experience, and knowledge outlined below provide a summary 

of what is required to carry out this job effectively; together with the selection 

criteria required to demonstrate competency to carry out the role. 

 
 

Qualifications Skills and Experience  

 

Essential  

 Proven experience of managing a customer focused service 

 Excellent understanding of the role of an IT Helpdesk  
 Project Planning and Management Experience 

 Highly digitally literate with advanced level understanding of Microsoft 365 

applications 

 Good understanding of GDPR regulations and awareness of how to handle 

sensitive data 

 Excellent analytical skills to tease out service priorities 

 Experience and knowledge of request tracker platform 
 

Desirable  

 Project Management Qualification 

 Understanding of Agile Techniques and how they drive innovation 

 Experience of using Zendesk or Zoho Service Desk platforms 

 Experience of using a CRM system 
 

 

Personal Attributes  

 

Essential  

 Excellent communication and interpersonal skills and the ability to influence 
and tactfully deal with service performance issues. 

 Excellent Team-working skills, able to work with cross-functional and differing 

skills levels 

 A flexible, pro-active, and collaborative approach to problem solving, able to 

critically analyse emerging issues, develop and implement solutions, with 

stakeholder acceptance 

 Able to respectfully challenge stakeholders and gain acceptance and able to 
gain acceptance of peers, senior managers, and colleagues 

 Strong initiative and evaluation skills; generating ideas and suggestions to 

improve performance and efficiency 

 Evidence of successfully building and sustaining well-developed stakeholder 

relationships. 

 Highly data literate with well developed understanding of qualitative and 
quantitative analysis techniques 

 A highly motivated self-starter, able to work autonomously with minimum 

supervision.   

 Calm under pressure with an ability to work in a dynamic environment, dealing 
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with conflicting priorities  

 Highly organised with excellent planning skills and an ability to meet tight 

deadlines 

 Excellent attention to detail with an ability to work to a high level of accuracy 

within short deadlines 

 Awareness of risk, security, data protection; and health and safety at work 
 Ability to provide management information and reporting for key stakeholders 

 Conduct yourself in line with the general standards of conduct, values, norms, 

and behaviours of the Charity, embracing the cultural diversity of all colleagues 

and service users  

 Able to demonstrate strong emotional intelligence and an ability to determine 

underlying issues in potentially challenging situation 
 Willingness to travel to our office when required 

 

Desirable  

 Ability to self-manage and work in a demanding matrix environment, where 

influencing skills are an essential element of the role. 

 

 
 

 

 


