
Our company is growing rapidly and is looking to fill the role of service desk lead.
Thank you in advance for taking a look at the list of responsibilities and
qualifications. We look forward to reviewing your resume.

Responsibilities for service desk lead

Maintain strong relationships with distributed support groups and
coordinating / assisting support efforts enterprise wide
Responsible for training and mentoring fellow team members in areas of
expertise
Work with third parties to ensure that service levels are met
Responsible for ensuring assigned shift has ample staffing coverage so that
tickets and customer calls are promptly responded to and resolved
Accountable for ensuring performance metrics are either met or exceeded
Promptly and effectively escalated tickets to Operations Manager,
Engineering Lead, and next tier to ensure timely resolution
Analyze reported problems and perform thorough and accurate
troubleshooting steps to promptly resolve issues
Must have working knowledge of the Remedy ticketing system to document
ticket status and resolutions
Closely monitor MRA production environment using tools such as SCOM/eG
and respond to critical alerts, as required
Closely monitor and manage Remedy ticket queue to ensure that
Critical/High tickets are given top priority to ensure prompt and timely
resolution

Qualifications for service desk lead

The candidate is required to be able to multitask, ensuring that the Remedy
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The individual is required to be able to orchestrate essential functions of the
assigned team within the shift, ensuring that incoming calls are responded to
promptly, minimizing the number of dropped calls, tickets are created,
followed up on, and resolved
The candidate also needs to ensure that all required daily reports, to include
the Hot Issues, Turnover, and the MRA Shift Log are prepared correctly,
completely and disseminated on time
The candidate must be always cognizant of the shift’s attention and
responses to tickets to ensure that all performance metrics are either met or
exceeded
Additionally, ideal candidate will be self- motivated problem solver
possessing effective troubleshooting skills as it relates to IT issues
Work closely with all of Operations, Government representatives, and
Department of State customers, to include VIPs and senior level managers
(Government and Vanguard)


