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	Position title
	Junior Service Desk Analyst

	Date
	3rd December 2025

	Line Manager title
	Technology Service Desk and Problem Manager

	Grade
	12



	Purpose

	

	As a Junior Technology Service Desk Analyst at SUEZ recycling and recovery UK, you’ll be joining a well-established team providing technology administration, support and advice to internal customers 
This is an ideal opportunity for someone looking to start their career in technology. Even if you have little or no prior experience, joining our Service Desk team is a fantastic way to learn the fundamentals, gain hands-on exposure, and build a strong foundation for future growth within the technology department.



	Key Responsibilities

	

	· Providing first line technology support to internal customers, resolving basic technical issues and handling service requests according to documented procedures.
· Providing an excellent customer service to all end users, via all communication channels such as email telephone and teams.
· Collaborate with other IT teams to resolve issues.
· Work with the technology department when projects and new applications are rolled out to ensure we have the correct end user support and documentation. 
· Assist with account creations and de-activations. 
· Provide prompt and effective support for desktops, mobiles, applications and basic network issues. 
· Help maintain Knowledge base articles for both end users and within the IT service desk.
· Maintain SLAs, escalate issues when necessary.
· The service desk operates a shift rota system to ensure that the team can cover the necessary support hours (06:00 – 18:00 Monday to Friday)






	Skills

	

	· Incident Logging – Accurately record issues in a ticketing system.
· Basic Troubleshooting/problem solving  – Diagnose and resolve common hardware/software problems.
· Password Resets & Account Unlocks – Use tools like Active Directory.
· Remote Support – Assist users via remote desktop tools.
· Effective Communication – Explain technical issues in plain language.
· Prioritisation – Identify urgent issues and escalate appropriately.
· Data Accuracy - Maintain clear and concise records of actions taken.
· Customer Service – Handle queries professionally and empathetically.
Training will be supplied should the successful candidate require it



	Behaviours

	

	Actively embraces the global SUEZ Leadership Behaviours and Group Values by demonstrating:
· Shape the Future: Put our client at the centre of our actions, design an actionable vision, make sustainability a key differentiator, dare to innovate and drive continuous improvement.
· Make it Happen: Dare to drive change, be exemplary to aim for success.
· Collaborate to Elevate: Always lead in the Groups best interests, Foster Transparency & Networks
· Unleash the talent of your People: Trust & delegate, allow each person to grow, Care for yourself & others.
· Team Spirit: Together, we work, we collaborate, we problem solve, we support, we encourage, and we celebrate.
· Respect: We care, we can be our authentic selves, we’re compassionate, we’re ethical and we’re honest. We act to keep everyone safe and well.
· Commitment to the Environment: We preserve, restore and protect our planet. We act to reduce, reuse, recycle and recover resources.
· Customer Focus: We’re dedicated, focused and creative. We innovate, we advocate, and we collaborate with our customers for the environment.
· Continuous Improvement: Demonstrate a proactive and collaborative approach to identify and implement opportunities which continually improve business processes, quality and overall performance.



	Knowledge

	

	· Operating Systems – Basic understanding of Windows and MacOS.
· Networking Fundamentals – Awareness of IP, DNS, DHCP (conceptual, not deep troubleshooting).
· Hardware Components – Know common PC parts and peripherals.
· Software Applications – Familiarity with Microsoft Office and business apps.
· ITIL Basics – Understand incident vs. request, escalation paths.
· Security Awareness – Password policies, phishing risks, data handling.
· Cloud Services – Basic awareness of Microsoft 365 and Teams.
· Service Desk Processes – Understand SLAs and ticket lifecycle.
Where needed, the successful candidate will be provided with the necessary training



	Specific candidate requirements

	

	N/A 



	Qualifications

	

	· GCSEs or A-levels (or equivalent) in core subjects like English and Maths. 
· IT-related vocational qualifications such as: 
· NVQ/SVQ Level 2 or 3 in IT or Customer Service.
· CompTIA A+, ITIL Foundation, or similar certifications.
· Relevant degree (e.g., Computer Science or IT), desirable.
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