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Technical Services – CSOF2
Role summary for potential applicants 
	Advertised Job Title:
	Service Desk Officer (2 roles)

	Reference Number:
	57325

	Classification:
	CSOF2

	Salary Range:
	AU $45,998 to AU $59,290 plus up to 15.4% superannuation

	Location:
	Perth, WA

	Tenure:
	Indefinite 

	Relocation assistance:
	Will be provided to the successful candidate if required.

	Applications are open to:
	Australian Citizens Only

	Functional Area:
	Technical Services

	% Client Focus - Internal:
	50%

	% Client Focus - External:
	50%

	Reports to the:
	Service Manager

	Number of Direct Reports:
	0


	Role Overview:

	The role of Technical Staff in Pawsey is to provide support for scientific research in a diverse range of Compute and Data environments across a range of different research projects. This support consists of the application of accepted technical practices and the development of new practices. The work is usually carried out as a member of a centralised service.

The role of Service Desk Staff in Pawsey is to provide support for compute and data environments across a range of different environments and technologies. This support consists of the application of accepted technical practices and the development of new practices. The work is usually carried out as a member of a centralised service. 
The Service Desk Officer is part of the Pawsey Centre Operations team, which is responsible for providing effective and timely IT support to Pawsey staff and clients.  As members of this team, Service Desk Officers are the first point of call for Pawsey’s clients. They are responsible for logging and managing tickets, providing telephone support if required, ticket resolution, and escalation to second- and third-level support for resolution where necessary.

The role requires active contribution to the quality of the service delivered to clients. This involves demonstrating excellent customer service ethic, IT knowledge and skills, and the ability to provide an effective and efficient response to incidents and requests spanning a broad technical range, and with varying levels of complexity. In addition, outstanding organisational, interpersonal, and communication skills are required.

The role also involves actively contributing to Pawsey’s service direction, participating in the active mining of tickets for information and possible problems. A demonstrated client focus will gain the support of key stakeholders and contribute to integrating Pawsey technical solutions with business requirements to achieve Pawsey’s strategic and organisational objectives.
This role is open to the implementation of flexible work practices, such as part time or job share, so we encourage those who have these work needs to consider applying.


	Duties and Key Result Areas:

	· Triage incoming incidents and requests via the Service Desk toolset.

· Resolve issues for systems within departmental scope.

· Allocate more complex issues to appropriate resources for resolution.

· Follow up on solutions implemented by other staff and contribute to documentation of these solutions for future use by other staff.

· Investigate technical issues and propose/develop/adapt/test & implement solutions where approved by senior staff. 

· Operate the Service Desk tool to log incidents, problems or changes and to capture a full history of solutions or workarounds.

· Adhere to required Service Desk Ticket management KPI’s.

· Contribute to the knowledgebase of technical solutions.

· Liaise with technical teams in the development and deployment of technical solutions to problems, or pro-active improvements.

· Contribute to the generation of regular reports to demonstrate service effectiveness, including the maintenance of high-quality data for analysis. 

· Communicate effectively and respectfully with all staff, clients and suppliers in the interests of good business practice, collaboration and enhancement of Pawsey’s reputation.

· Work as part of a multi-disciplinary, often regionally dispersed research team, to carry out tasks under the direction of Senior Technical staff.

· Work collaboratively with colleagues within your team, the business unit and across Pawsey, to reach objectives.

· Provide instruction and assist other staff to complete allocated tasks and activities, as required.

· Provide instruction on activities pertaining to the immediate work area and responsibilities, as required.

· Adapt techniques, procedures/equipment/ concepts/ideas in support of existing and further research.

· Adhere to the spirit and practice of CSIRO’s Values, Health, Safety and Environment plans and policies, Diversity initiatives and Zero Harm goals.

· Other duties as directed.


	Selection Criteria:

	Under CSIRO policy only those who meet all essential criteria can be appointed

Pre-Requisites:
1. Education/Qualifications: Possession of, in the process of obtaining, or capability to obtain one of the following, specialising in any area of IT: Trades Certificate, Assoc. Diploma, Diploma, Degree; or a professional certification in a contemporary helpdesk or service desk management methodology (e.g. ITIL/CoBIT).
2. Communication:  Ability to communicate in a courteous manner, both orally and in writing, relaying basic facts, responding appropriately, and posing relevant questions to gain information.
3. Behaviours:  Capable of professional and respectful behaviours and attitudes in a collaborative environment.
4. Adaptability:  The ability to effectively manage a number of competing priorities simultaneously and carry out supervised non-routine tasks.
5. Problem Solving:  Proven ability to investigate clearly defined problems where the alternative solutions are limited and prescribed or apparent.
Essential Criteria:

1. A demonstrated understanding of, and recent experience with, supporting IT services and/or systems/server administration.
2. A strong service delivery focus, including excellent oral and written communication skills. 

3. A proven track record as a team player showing initiative, self-motivation, plus an ability and willingness to follow defined procedures accurately and consistently.

4. Experience with the management of Windows or Linux PCs or servers in a networked environment. 

5. Demonstrated experience working in a technical support role or on a technical service desk, including experience of:

· Job/incident logging and management
· Maintenance/support responsibilities for technical systems
6. Capable of working effectively as part of a multi-disciplinary, regionally dispersed research team, and carry out tasks under the direction of Senior Technical Staff.
7. The ability & willingness to contribute novel ideas and approaches in support of technical solutions and Service Desk responsibilities.

Desirable Criteria:

1. Exposure to a High Performance Computing environment

As Australia’s Innovation Catalyst, Pawsey / CSIRO have strategic actions underpinned by behaviours aligned to:

· Excellent science

· Inclusion, trust & respect

· Health, safety & environment 

· Delivery on commitments.

In your application and at interview you will need to demonstrate alignment with these behaviours.
Special requirements:

This is a security assessed position. Applicants must be an Australian citizen, with successful candidates either holding or having the ability to obtain a Baseline Australian Government security clearance or undergo other employment suitability checks. 
Note: 

· As the nominated partner for employment, CSIRO manage all Pawsey staffing and financial support needs, therefore Pawsey staff have access to CSIRO staff flexibility opportunities and must adhere to CSIRO staff guidelines.

· CSIRO utilises the Australian Government Security Vetting Agency to conduct its security clearances. Further information regarding security clearances may be found at http://defence.gov.au/AGSVA/resources.asp
· To obtain an Australian Government security clearance, 10 years’ worth of background information verifiable by independent and reliable sources is required.


	Other Information:

	How to Apply

Please apply for this position online at https://jobs.csiro.au/ and enter requisition number 57325.  Internal applicants please apply via ‘Jobs Central’ in SAP (click ‘Recruitment’)  

Please load your CV (Maximum 2MB). You may also be required to respond to some screening questions.  
If you experience difficulties applying online call 1300 984 220 for assistance.  Outside Australian business hours please email:   csiro-careers@csiro.au. 

Referees:  Please provide contact details of two previous supervisor or academic/professional referees in your resume/CV. We will ask your permission before making contact. 

Contact:  If after reading the position details above you require more information please contact:


Mr Brad Evans via email: brad.evans@pawsey.org.au or phone: +61 8 6436 8796
Please do not email your application directly to Mr Evans.   Applications received via this method may not be considered by the selection panel.
About CSIRO

Australia is founding its future on science and innovation. Its national science agency, the Commonwealth Scientific and Industrial Research Organisation (CSIRO) is a powerhouse of ideas, technologies and skills for building prosperity, growth, health and sustainability. It serves governments, industries, business and communities across the nation. 

Find out more! www.csiro.au.  

We work flexibly at CSIRO, offering a range of options for how, when and where you work. Talk to us about how this role could be flexible for you. 

Find out more! CSIRO Balance 
About Pawsey
The Pawsey Supercomputing Centre (Pawsey) is a significant investment by the Australian Government in the National Research Infrastructure program, to develop a supercomputing and data intensive science capability for general science and with a particular focus on support for radio astronomy and the Square Kilometre Array precursor telescopes.

Pawsey is managed through a long-standing and successful unincorporated joint venture of the CSIRO, Curtin University, Edith Cowan University, Murdoch University and the University of Western Australia that provides services in the areas of supercomputing, data management and analysis, and visualisation. 
Find out more! www.pawsey.org.au 



