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	Role Title 
	Customer Response Centre Agent


	Function & Dept.

	Business operations – UK Secure Service Management.

	Career Growth Level
	Supporting/Supporting & Co-ordinating

	CGP Descriptor 

	These roles have entry level knowledge of practical processes. These are process and administrative roles that carry out work under instruction and supervision
More complex roles which do not require significant specialist knowledge, but may work with confidential/ key information, are involved in process delivery, and may have some supervisory responsibilities


	Team 
	24x 7 UK secure service desk


	Reports to
	John Lambert


	Role Purpose 

	The Secure Service Desk provides critical support across a diverse customer base, delivering services that range from general customer assistance and password resets to proactive alert monitoring and collaboration with Field Services teams.

A core responsibility of the desk is the management of major incidents and Priority 1 (P1) issues. This demands a high level of attention to detail, strong communication skills, and a consistently professional approach under pressure.
Shift Pattern:

The desk operates on a continental shift pattern:

Four days on, four days off.

Alternating between day and night shifts.

Each shift is 12 hours in duration.

This structure ensures 24/7 coverage and continuity of service for all supported customers.


	
	

	Key Responsibilities 


	1. Provide high levels of customer service to customers, both internal and external. This can be provided via email, portal and telephone.
2. Engage positively with internal departments, third parties and vendors.
3. Defend the Service Level Agreement of incidents and requests, escalating where appropriate. 
4. Schedule Incidents, requests with the end customer.
5. Ensure any relevant issues are updated comprehensibly in the toolset. 

6. Engagement with ITIL support teams. 

7. Resolve customer technical issues by providing 1st and 2nd line support.
8. Remote installation and configuration of client devices and associated software.


	
	

	Person Specification 


	1, Experience of delivering great customer service as well as possessing good written and oral communication skills.
2, Possess a basic knowledge of modern IT technologies to include networking  and servers.
3, Demonstratable problem-solving skills.
4, Knowledge of IT operating systems.
5, Able to manage time and workload effectively.
6, Strong attention to detail, and able to adapt to business requirements as needed.
7, Understanding of ITIL processes.
8, A willingness to learn, develop and grow.
9, Must be able to obtain the Government and/or Police Security levels required to meet the operational requirements of the role (no caveats) and as per the requirements stipulated in relevant customer contracts


	Key 

Competencies
	
	Level 

	1.
	Communication Skills
	1

	2
	Relationship building
	1

	3.
	Customer service support
	1

	4.
	Incident Management
	1

	5.
	Planning and organising
	1


	Value Behaviours 


	
	Level

	1.
	Responsibility 
	1

	2.
	Passion 
	1

	3.
	Customer First 
	1

	4.
	Agility 
	1

	5.
	Family 
	1
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