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Position Description


	Position Title:
	Service Desk Officer

	Reports To:
	Head of IT

	Location:
	214 Hawkesbury Rd, Westmead

	Number of Direct Reports:
	0



Organisation Overview

Children’s Medical Research Institute (CMRI) was Australia’s first dedicated paediatric research facility and is now one of the world’s most highly regarded independent medical research organisations. Our research focuses on the four key areas impacting children’s health: cancer, genomics and genetic diseases, neurobiology, and embryology. Our strong international
reputation is based on decades of significant research outcomes in these areas of specialty. CMRI is also home to the world-first proteomics project, ProCan, which is changing the way cancer is
diagnosed and treated. CMRI’s research programs are supported by state of the art facilities and committed research and support staff. Our achievements are made possible by a loyal network of community supporters, highly engaged donors, and the very successful Jeans for Genes® and Great Cycle Challenge fundraising campaigns.


Role Summary
The core objective of the role is to provide IT support for Desktops, Laptops, Printers, Telephony, Audio Visual, and operational equipment.

Key Responsibility Area

	Accountability
	Outcomes
	% of Role

	Action 1st level helpdesk enquiries
Including building and deploying desktop & laptops to staff.
	Maintains the organisation’s operational capacity and assists 2nd level support team.
	70%

	Respond to helpdesk enquiries
a) Respond to 90% of tickets in queue within 2 business days.
b) Respond to all tickets in queue within 3 business days.
c) Promptly allocate tickets to other staff where applicable.


d) Escalate tickets that can’t be readily resolved to 2nd level support.
	Staff feel engaged with the IT Service desk and their requests are actioned promptly.
	20%

	Assist CMRI operations and activities
	Necessary to maintain a safe and positive work environment. This role involves regular physical labour.
	5%

	Maintain and manage institute Audio Visual facilities
a) Monitor consumables.
b) Train staff in appropriate usage.
	Staff are able to seamlessly use and leverage audio visual capabilities.
	5%
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Work Health and Safety	
Individuals have the following responsibilities:
· Ensure safe work practices are adopted in any work area and contribute to the development and maintenance of risk assessments and standard operating procedures (SOPs), including workplace behaviour.
· Report injuries, accidents, incidents and near misses in the work area and on the corrective actions taken to prevent reoccurrence.
· Do not intentionally or recklessly interfere with or misuse anything provided in the interests of health, safety, or welfare.
· As an officer of the organisation, you must ensure due diligence to make sure that the organisation complies with its health and safety obligations

Core Capabilities

	Technical skills
	· Excellent computer and technical knowledge.
· Ability to explain technical concepts to non-technical staff.

	Interpersonal skills
	· Good interpersonal and communication skills.
· Demonstrated “can do” attitude and self-motivated.

	Relationship Management
skills
	· Significant engagement with staff of all levels, and both internal and external stakeholders.
· Coaching individuals and teams.

	Leadership skills
	· Uses initiative and risk-management to drive results.
· Deals with conflicting priorities when making decisions.
· Supports departmental initiatives that impact the organisation.

	Business skills
	· Uses extensive research of information technology material to drive results.



Key Selection Criteria
Education: IT-based TAFE Certification at Certificate IV level desirable, but not required
Experience: 3+ years in an IT Service/Support role.
Other: This role involves regular physical labour.

The duties and responsibilities described are not a comprehensive list, and additional tasks may be assigned to you from time to time. The scope of the role may change as necessitated by business demands.
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