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PPOOSSIITTIIOONN DDEESSCCRRIIPPTTIIOONN 

 

 

NOTES 

• Forms must be downloaded from the UCT website: http://forms.uct.ac.za/forms.htm 

• This form serves as a template for the writing of position descriptions. 

• A copy of this form is kept by the line manager and the position holder. 

 

POSITION DETAILS 

Position title IT Service Desk Consultant 

Job title (HR Practitioner to provide) IT Helpdesk Consultant 

Position grade (if known) 9 Date last graded (if known) October 2006 

Academic faculty / PASS department PASS 

Academic department / PASS unit ICTS 

Division / section Customer Services Division 

Date of compilation May 2019 

 
ORGANOGRAM 

(Adjust as necessary. Include line manager, line manager’s manager, all subordinates and colleagues. Include position grades) 

 
 

 
PURPOSE 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

*PC 10, 9 and 8 Service Desk consultants rotate through different roles, and their reporting lines between the two IT Service Desk 
Managers also vary accordingly. 

http://forms.uct.ac.za/forms.htm


11 December 2018 Page 2 of 7 HR191 
 

 

 
To provide staff and students with satisfying, correct and timely resolutions to their queries in a professional and empowering manner. 
To enable staff and students to efficiently use information technology (IT) hardware, software and services. To proactively research and 
test new products to ensure their suitability and compatibility for UCT. 

The IT Service Desk consultant’s basic functions within a team are as follows: 

• customer support 

• quality assessment 

• service desk systems documentation 

• coaching and mentoring 

• research and development 

• project management 

• self-management 
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CONTENT 

 
Key performance areas 

% of 
time 

spent 

Inputs 
(Responsibilities / activities / processes/ methods used) 

Outputs 
(Expected results) 

1 Customer support 60% • Provide accurate and comprehensive solutions to 
customer problems to ensure customer satisfaction 
and productivity. 

• Understand the business impact of specific calls. 

• Promote best practices for ICT use among 
customers (e.g. hardware maintenance, software 
and cyber security, software optimization). 

• Understand the unique ICT requirements of ICTS’ 
various customers. 

• Understand and resolve each call within the context 
of the customer’s full call history, identifying 
relevant trends. 

• Update calls in a timely manner with appropriate 
troubleshooting and resolution information. 

• Resolve calls within established service levels. 

• Create and manage problem records and the 
problem process. 

• Empower customers so that they can make 
effective use of the IT services available to them. 

• Deliver consistent, professional results. 

• Customers have confidence in the IT Service Desk. 

• Calls are given the appropriate level of priority. 

• Call documentation is comprehensive and accurate. 

• Customer satisfaction is high. 

• Customers are empowered to make effective use of 
technology and decisions regarding security. 

• Solutions are in line with customer’s unique 
requirements. 

• Calls are resolved within SLA KPIs with appropriate 
troubleshooting and resolution. 

• Problem calls are created accurately, and the 
problem record process is followed. 

• There is a minimum number of repeat calls. 

2 Service desk systems documentation 15% • Update all Service Desk systems with accurate 
information. 

• Contribute solutions to the knowledgebase. 

• Take ownership of a topic in the knowledgebase 
as a subject matter expert (SME) and check all 
entries on a regular basis. 

• Initiate and/or implement improvements to the 
ITSM system and its use. 

• Service Desk systems contain up-to-date accurate 
information. 

• The knowledgebase is regularly updated with 
comprehensive and accurate solutions to problems. 

• ITSM system workflows and data are continuously 
improved. 
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3 Coaching and mentoring 10% • Share ideas and knowledge in team discussions 
and activities. 

• Assist other IT Service Desk staff with complex 
support requests. 

• Understand and explain relevant policies. 

• Co-create, assess and modify competency-based 
testing material for IT Service Desk consultants. 

• Develop and conduct training sessions for 
colleagues on new products and procedures. 

• Identify areas of development for individuals. 

• Provide on-the-job coaching and mentoring. 

• Knowledge is shared between team members. 

• Policies are understood. 

• Competency testing is effectively used to assess 
skills gaps. 

• Training is regularly provided within the Service 
Desk team. 

• Feedback is given regularly. 

• Coaching opportunities are identified for 
consultants. 

4 Research and development (R&D) 5% • Test new software, updates, hardware, 
applications, IT services, etc. for there compatibility 
and suitability in the UCT environment. Document 
and communicate the results. 

• Stay abreast of changes and developments in ICT 
and make recommendations as to how they could 
impact UCT. 

• Plan, coordinate and participate in regular security 
update testing. 

• Research solutions for highly complex IT calls and 
problems. 

• Recommendations are made regarding the potential 
impact of IT changes and developments on UCT. 

• New software which can be released within the UCT 
environment is deployed at the appropriate time. 

• Users receive communication from ICTS about 
software which should not yet be used at UCT. 

• Security update testing is regularly completed on 
schedule. 

• Complex calls are resolved, and the solutions are 
documented. 

5 Project management 5% • Participate in ICTS projects as required. 

• Coordinate activities of project personnel to ensure 
project progresses on schedule. 

• Participate in project meetings and provide status 
updates on work. 

• Projects are completed on time and within the 
scope of the project. 

• Projects plans are clearly documented. 

6 Self-management 5% • Adhere to policies and procedures and 
organizational requirements. 

• Demonstrate ICTS values. 

• Be punctual and arrive promptly for work and 
meetings. 

• Demonstrate honesty and integrity in your actions. 

• Treat all members of the team fairly. 

• Prioritise tasks throughout the day and organize 
work effectively. 

• Take accountability for your actions. 

• Use planning management tools to better manage 
your time. 

• Attend regular training to ensure that technical skills 
are in line with supported technology. 

• Collaborate effectively with colleagues. 

• Act as a second in command (2IC) to a Senior IT 
Service Desk consultant. 

• Policies, procedures and organizational 
requirements are understood and adhered to. 

• Punctuality is practised. 

• Honesty and integrity are demonstrated by a 
consultant's actions. 

• Team members are treated equally, work well 
together and morale is high. 

• Productivity is enhanced by effectively prioritising 
tasks and managing time effectively. 

• Consultants have the technical skills required for 
supported technology. 
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MINIMUM REQUIREMENTS 

 
Minimum qualifications 

• Grade 12 or equivalent or Technical Equivalent. 

• A+ qualification. 
• Microsoft or Apple MAC certification 

Minimum experience 

(type and years) 

 

• 2 years in a customer-focused IT support position. 

 
 

 
Skills 

• excellent problem-solving skills for Microsoft and Apple Mac 

• excellent written and spoken communication skills 

• business and technical writing skills 

• customer service skills 

• a valid code 08 driver’s licence 

 
Knowledge 

• excellent working knowledge of the use of common IT hardware and software applications 

Professional registration 

or license requirements 
N/A 

Other requirements 

(If the position requires the 
handling of cash or finances, 
other requirements must 
include ‘Honesty to handle 
cash or finances.) 

honesty and integrity for customer data handling 

reliability 

Competencies 

(Refer to 

UCT Competency 

Framework ) 

Competence Level Competence Level 

Analytical thinking and problem solving 2 Communication 1 

Creativity and innovation 1 University awareness 2 

Client/Student service and support 2   

Professional knowledge and skill 2   

 Teamwork and collaboration 1   

 Coaching and developing 1   

SCOPE OF RESPONSIBILITY 

 
 

 
Functions responsible for 

• customer support 

• service desk systems documentation 

• coaching and mentoring 

• research and development 

• project management 

• self-management 

 

 
Amount and kind of 
supervision received 

 

• Supervision by IT Service Desk manager received. 

• Daily team meetings are held to address any unexpected concerns or issues. 

• Work is assessed via reports, escalations and periodic reviews of a sample set of calls. 

• Projects and R&D work are assessed through weekly project meetings. 

 
Amount and kind of 
supervision exercised 

Staff in this role are required to work independently and within a team environment. They coach and mentor 
junior Service Desk consultants and assign support calls to them for resolution in the absence of a senior 
consultant. 

 
Decisions which can be 
made 

 
N/A 

http://www.hr.uct.ac.za/sites/default/files/image_tool/images/236/performance/management/pass/uct_competency_framework.pdf
http://www.hr.uct.ac.za/sites/default/files/image_tool/images/236/performance/management/pass/uct_competency_framework.pdf
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Decisions which must be 
referred 

• leave applications 

• disciplinary issues 

• performance assessment and management 

• expenditure decisions 

• recommendations for improvements to systems, processes, policies and staff development required to 
remediate skills gaps 

• proposed timelines for the deployment of new UCT hardware and software 

• draft project plans for approval 

CONTACTS AND RELATIONSHIPS 

Internal to UCT 
ICTS Teams, ITLs, IT staff in faculties and departments 
Consultants interact with a wide range of staff and students in resolving IT support requests. 

External to UCT IT hardware and software vendors 
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