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About the Role
This is an exciting opportunity to join our Operations Team as a Helpdesk Advisor, supporting the effective running, maintenance and service delivery of our organisation’s property and facilities portfolio. The Operations team ensures the smooth day‑to‑day functioning of a diverse estate, delivering safe, efficient and customer‑focused services across both operational and non‑operational sites.

Our estate includes corporate buildings, care environments, country parks, day centres, libraries, and additional partner‑managed properties. 
This role reports directly to the Operations Business Manager.

What Will You Be Doing?
As a Helpdesk Advisor, you will manage and coordinate operational service requests, ensuring all incidents and enquiries are handled efficiently, within agreed Service Level Agreements (SLAs), and with outstanding customer service. Your work will help ensure that properties remain compliant, safe, and fit‑for‑purpose.

Key Responsibilities
1. Assess and approve operational expenditure within agreed limits, raising orders for maintenance and operational tasks up to £200.
2. Respond to operational and facilities enquiries via telephone or email ensuring compliance with SLAs and KPIs.
3. Deliver excellent customer service, proactively updating requestors on the progress of their queries or incidents.
4. Build and maintain strong working relationships with internal service teams, external suppliers, contractors, partners, and stakeholders.
5. Ensure personal and workplace safety, following all relevant health and safety policies and procedures.
6. Support wider operational functions, including providing administrative cover when required, and carrying out duties aligned to the scope and purpose of the role.

About You
You will be someone who thrives in a fast‑paced operational environment and is committed to delivering high‑quality service.

Essential Skills & Experience
- Strong customer service experience within an office or service‑driven setting.
- GCSE or equivalent qualifications in English and Mathematics.
- Confident communicator with excellent listening and verbal skills.
- Intermediate proficiency with Microsoft Office applications.
- Ability to work collaboratively within a team and build effective working relationships across diverse customer groups and service areas.
- Awareness and understanding of equality and diversity responsibilities.

Our Values
We are looking for individuals who can demonstrate the following values in their day‑to‑day work:
- Customer Focused
- Respectful
- Efficient
- Supportive
- Trustworthy
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