	Employee #
	
	
	
	
	
	


[image: image1.png]@
ez

G ROUP

* COMPASS





Job Description
	Job Title
	Helpdesk Operator
	Site Name
	Newcastle Mater Hospital 

	Employee Name
	
	Business Sector
	Medirest

	Responsible to
	Helpdesk Supervisor
	Work Level 
	In-Unit Level 

	Overall Purpose of the Role
The Help Desk Operator, when rostered is responsible for ensuring all Help Desk tasks are completed in conjunction with the documented procedures and contractual requirements of the site.  

	Role Duties & Requirements

	· Ensure Quality Customer Service
· Responsible for answering and responding to a high volume of internal phone calls 

·   Ensure accurate and timely communication of requests when required

· Monitoring of Building Maintenance System which includes entry, exits, fire alarms, temperature controls, external and internal cameras

· Ensure excellent customer service levels to all  internal and external customers 
· Ensure communication links to internal and external service providers  / contractors are maintained at all times and that requests for services are despatched immediately

· Monitor performance of QFM system
· Develop approaches to enhance customer service

quality
· Perform other duties within capabilities as required by  Manager
	· Administrative Duties

· Complete relevant administrative duties as required

· Assist with requested administrative duties when required
· Maintain property lost and found procedures

· Develop and update industry knowledge
· Seek internal training opportunities appropriate for position as agreed with Manager 
· Update skills, knowledge and qualifications to maintain a high level of competence
· Deal with conflict situations
· Identify and resolve conflict situations where possible and within scope of position
· Respond to customer complaints where possible. 
· Work  with colleagues and customers

· Communicate effectively in the workplace

· Maintain personal presentation standards

· Provide great service to colleagues and customers
· Follow company policies and procedures


	Health and Safety Responsibilities

	· Follow Compass health, safety and security procedures

· Adhere to health, safety and security procedures

· Maintain safe personal presentation standards

· Provide feedback on health safety and security

· Report all incidents immediately
· Identify and report all hazards
· Follow safe manual handling practices
· Attend all training sessions as required by Manager

	· Compass Health, Safety and Environment Policy

· Employee Health, Safety and Environment Handbook

· Relevant Inspection Forms

· Opportunity for Improvement (OFI)

· Job Safety Analysis (JSA)

· Manual Handling procedures, Safety Data Sheet (SDS)
· Adhere to Our Safety Culture by

· Following rules

· Speaking out

· Being mindful and

· Getting involved

This will be achieved by personally demonstrating the Everyone behaviours detailed in the Compass Group Our Safety Culture Framework document.


	Skills and Experience

	Essential 
	Desirable

	· Relevant industry experience 
· High level computer skills

· Flexible approach and attitude

· Excellent communication skills
· Motivated and reliable
·   Criminal Record Check Clearance


	· Experience working in a high volume call centre / hospital environment



	Learning & Development Requirements

	· Reporting Hazards

· Incident Reporting

· Relevant toolbox topics


	

	Award Classification

	N/A (This is typically a salaried position)

	This role profile is a guide to the work you will initially be required to undertake. It may be changed from time to time to incorporate changing circumstances, and you may be required to be flexible and perform other duties as required by your manager. It does not form part of your contract of employment.

	Employee Declaration

	I have read and understood my position description:

	Signature:
	
	Date:
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Openness, Trust Passion for  Win Through Responsibility Safely Can-Do
and Integrity Quality Teamwork
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