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	1. Job specifics

	Job Title:
	Business Systems Support Manager 

	Reports to:
	IT Director

	Location:
	

	Department:
	IT



	2. About the role

	What you’ll be doing?
	As a Business Systems Support Manager you will be responsible for managing a team of Support Analysts. You will also provide support for key business application systems and reporting solutions, working proactively to solve support incidents.

	Key Responsibilities
	Responsible for managing a team of Business Systems Support Analysts
Prioritise workload across the team
Coaching and mentoring analysts
SLA and KPI mentoring and reporting
Undertake administration of business application and learning systems; incl. management of users, programmes and course content
Receive fault and request calls from the customer base and service calls - resolve on point of contact or escalating when necessary
Work within the IT support team to ensure that the company IT Service Delivery meets and exceeds customer expectation and business KPIs
Work proactively to manage and administer business systems, and solve support incidents
Identify recurring problems and report these to the Business Systems Support Manager
Extract, manage and maintain data held in SQL databases and line of business applications

	KPIs & SLAs
	Successful completion of agreed team SLAs
Resolution of calls 
Adherence to process
Maintenance of accurate support call records/history on the help desk system

	Key Working Relationships
	IT Support Team
Relevant external suppliers/third party support teams
Customers at all levels of QA


	
	3. About You

	Your Competencies
1: Working Level 
2: Advanced Level
3: Expert Level

	Core
Results Driven – 2
Taking Ownership – 2
Collaboration – 2
Continuous Learning – 2
Role Specific
Analytical Thinking – 2
Customer Focus – 2 
[bookmark: _GoBack]People Management – 1 

	Your Experience
	Experience working in a business system administration/management role
Experience leading a team of business system administrators/analysts
IT Support Experience in a IT Applications/Business Systems based role
Managing and maintaining data

	Your Knowledge
	Knowledge of new technology developments within the business
Knowledge of SQL or other development technology such as HTML or .NET
Knowledge of customer care and SLAs

	Your Qualifications
	Educated at degree level or equivalent working experience in IT

	What you’ll bring to QA
	A positive ‘can do’ attitude
Customer oriented approach to work
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