
Our innovative and growing company is looking to fill the role of service desk
manager. We appreciate you taking the time to review the list of qualifications and
to apply for the position. If you don’t fill all of the qualifications, you may still be
considered depending on your level of experience.

Responsibilities for service desk manager

Responsible for planning, organizing, and implementing any new Service
Desk standards
Manage team performance, provide leadership and mentoring, and use a
wide range of tools and techniques to create and maintain a collaborative,
motivated, and positive team atmosphere
Provide career planning advice to team and create development plans to help
employees achieve their career goals, including assigning work which utilizes
their skills and capabilities and provides them with opportunities for learning
Act as escalation for technical support when necessary
Ensure Level 1 third party service provider vendor is meeting or exceeding
contractual obligations globally (AUA, EUR, NOA, SOA)
Oversee daily operations by prioritizing and monitoring
Work with vendor to develop and monitor daily performance metrics
Assist and respond to escalated customer support issues, perform follow-up
as applicable and involve vendor for root cause analysis, corrective actions,
and process remediation
Monitor customer issues to identify trends and communicate concerns and
insights to the appropriate internal departments
Work with Service Desk provider to forecast monthly volumes for Service
Desk and Account Administration

Qualifications for service desk manager

Example of Service Desk Manager Job Description
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3-5 years managing an Information Technology Service Desk or other
technical team
Experience in troubleshooting hardware-based issues
Has a strong understanding of any or all of Infrastructure applications, Wintel,
Unix, Citrix, Email, Lotus Notes, and Monitoring Tools
Client -Service Orientation - desire to help or serve others, to meet their
needs
Developing Others - takes action to foster the long-term learning or
development of others
Impact and Influence - able to persuade, convince, influence or impress
others


