
                                                                                                                  

   
 

JOB DESCRIPTION 

Job Title:  Desktop Support Analyst 
Department:   IT  
Reporting to:  Head of IT  
Contract:  Permanent, Part Time (up to 21 hours per week) 
Salary:    Grade 7 £27,550-29,000 per annum, pro rata.  

Salary dependent on experience   
Last Updated:   October 2019 
 

Job Summary 

 

The Desktop Support Analyst is the first point of contact for Staff members, Visiting Lecturers, Students, Alumni, 

Governors and Contractors. Using communication and technical skills, they identify the reported issue, log the details 

accordingly in the School’s ticket management software and resolve the reported issue / query or escalate to the 

relevant party. 

 
Main Responsibilities 

 
IT 

• Provide Windows 10 / macOS first level support to users, manage helpdesk tickets and escalate where 
necessary. Great communication and people skills are a must. 

• Deploy support and maintain Windows and Mac computers 

• Deploy endpoint protection using Sophos Central Anti-Virus 

• Deploy printers and manage the ordering and stock levels of consumables 

• Deploy company and BYOD mobile devices via MDM or MAM 

• Maintain IT Asset and software tracking 

• Administer communications system such as VOIP phone system, Skype/Teams Conferencing. 

• Set up Audio Visual equipment for Staff and Visiting Lecturers 

• Manage users’ accounts and software licenses via AD / Azure AD and Office 365 portal 

• Help to support Moodle VLE users 

• Help to support CELCAT timetabling users 

• Help to create user documentation, training guides and internal IT knowledgebase and procedures 

• Help with the onboarding and offboarding of users 

• Assist with new IT projects and take other duties as may be reasonably required 

OTHER 

• Provide cover for LFS Reception during Receptionist absence, to effectively respond to visitor queries over 
the phone and in person 

 
General responsibilities applicable to all LFS staff 

• Understand and support the vision, mission and values of LFS; 

• Maintain awareness of your own and others’ Health and Safety, and comply with LFS’s Health and Safety 
policy; 

• Take appropriate responsibility for records held, created or used as part of your work for LFS (paper-based 
and electronic) as per the relevant data protection regulations.  



                                                                                                                  

   
 

• Encourage team working and effective communication with colleagues. 

• Act as a representative of LFS and deal with LFS students, stakeholders and the public in a professional 
manner. 

 

This job description will be subject to review in the light of changing circumstances and is not intended to be rigid or 
inflexible but should be regarded as providing guidelines and accountabilities within which the individual works. 

PERSON SPECIFICATION 

Skills, experience and knowledge 

Essential (E) 

Desirable (D) 

Hands on knowledge of the procedures used in the installation, modification, maintenance and 
minor repairs of IT hardware 

E 

Demonstrable experience in providing effective customer service, and an ability to build co-
operative relationships with end users  

E 

Basic knowledge and understanding of DNS, DHCP, Group Policy and NTFS Permissions are 
essential. 

E 

Basic knowledge and understanding of Microsoft Active Directory / Azure AD E 

Basic Knowledge of Office 365 administration  E 

Good Knowledge and support of Microsoft Office applications E 

Basic knowledge and understanding of networking concepts E 

Basic OS/Android device support  E 

Previously worked on a Reception/helpdesk D 

Experience of working for a not-for-profit/higher education organisation D 

Qualifications  

A-Levels (or equivalent) A-C pass, including Information Technology E 

Educated to Degree level  D 

Personal attributes  

Comfortable in a front-line role working directly with customers, whether it be face-to-face or 

via phone/email 

E 

Excellent interpersonal skills with proven ability to work collaboratively E 

Able to find pragmatic solutions, seek improvements, and adapt  E 

Able to present information, verbally and in writing, in a clear and concise manner, with 
excellent attention to detail 

E 

Positive “can do” attitude and willingness to support others where needed E 

Ability to multi-task and work in a fast-paced environment E 

Flexible and helpful attitude E 

High level of written and oral communication skills E 

Ability to identify and progress work priorities E 

Strong organisational and analytical skills E 

Ability to work as a team member, including being flexible and supportive of other team 
members 

E 

Ability to work positively, imaginatively and proactively to meet challenges and achieve results E 

 

The LFS is an Equal Opportunities Employer 


