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Job title  

Service Desk Supervisor 
 

Location  

Kings Hill (Kent), near West Mailing, Kent 
 

Department 

Managed Services 

 

Who are RDT? 

RDT is a focused and successful Agile software company. It has been working in the UK 

insurance market for since 1991 and in this time, has been delivering highly innovative 

software and consulting solutions. RDT prides itself on being a disruptive force in the 

insurance market and has been at the forefront of many of the pivotal technology 

innovations. This is still true today as we continue to build industry changing products in 

our singular quest to Redefine Tomorrow. To find out more about us and what we do 

click here www.rdt.co.uk. 

 

As part of RDT’s ongoing commitment to hiring the best people for every vacancy we 

have, we recognise that sometimes we need to be flexible and consider the particular 

needs of each applicant.  If you think your skills and experience might match this role 

but need to work in a particular way; different hours or more flexibly – don’t not apply, 

give us a chance to see if we can match what you need before you count us out of 

your job search. 

 

 

Service Desk Supervisor 

 

The Service Desk Supervisor will report initially to the Head of IT Operations. This crucial 

position is responsible for the client facing service desk team taking second and third 

line requests from RDT’s client base. This is an exciting new position which will boost the 

current client support. A Key initial element of this role is to push ITIL based working 

practices through the department and wider organisation, helping shape customer 

service excellence. 

 

What you’ll be doing  

You will have the following responsibilities: 

 Working in a matrix managed, fast paced Technology team helping drive the 

delivery and technical competency of the entire department forward.  

 Implementing an Incident and Problem management process, based on ITIL, 

aligning this with the other support and delivery teams. 

 Leading a team of support Engineers for level 2 and level 3 support requests. 

 Managing, triaging and prioritising client production and UAT issues, including 

ownership of incidents and change management.  

 Managing level 2 and level 3 client production support resources and engaging the 

wider RDT technical team where required.  

http://www.rdt.co.uk/
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 Implementing and managing a problem management process to identify 

weaknesses in the RDT products and/or Client processes, hardware and supporting 

software and owning the outcomes of the root cause analysis process 

 Proactively working with the RDT agile teams through the handover of new 

functionality into support. 

 Working with the RDT technology management team on planning and training to 

ensure the 2nd and 3rd line team skills are up to date and able to support the 

changing technical environment. 

 Effectively convey root cause analysis of issues to software development staff for 

process/software changes.  

 Monitor and advise on the RDT change process 

 Communicate with account managers and/or customers on Support incidents and 

provide feedback to customers on status. 

 Ensure visibility is provided internally for all incidents and provide feedback on 

progress, constraints and dependencies with supporting reports. 

 Provide client reports on the KPIs, SLAs and additional metrics. 

 Attend client review meetings and representing the Managed Service Team 

 Work with the other Infrastructure and Operations teams to provide a joined up 

support process and help shape and manage the Operational direction of RDT 

 Collaborate closely with Delivery and QA to facilitate a smooth release process 

 

What we need from you 

 

Qualifications & Experience: 

 A Degree, similar level qualification or qualified by experience. 

 Significant experience in a Senior Support Desk role. 

 Proven experience of leading teams in the successful delivery of support and 

helpdesk services. 

 Thorough and detailed understanding of the ITIL framework and processes for issue 

management and problem management. 

 Knowledge of areas such as software development lifecycle, IT strategy, IT process 

excellence, IT portfolio management 

 

 

Essential Skills: 

 

 Excellent multi-tasking and strong communication skills are essential.   

 Stakeholder management 

 Excellent  team development, mentoring and influencing skills 

 Excellent analytical and problem solving skills. 

 Excellent interpersonal and communication skills. 

 Excellent written and oral communication skills. 

 Flexible and adaptable to quick changing environment(s)  

 Strong problem solving skills and ability to make swift, sound decisions  

 Strong team management skills 

 Ability to influence and drive change  

 A keen advocate of quality and continual improvement; an agent of change.   

 Proactive and leading by example; hands on, involved in all tasks and taking on 

sprint backlog items when required 

 

Desirable Skills: 

 

These are not essential to the role but is a definite plus if the candidate has any 

experience of the following: 
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 Exposure to the insurance industry it would be advantageous but is not essential 

 Experience of successfully implementing service desk IT systems  

 Management and monitoring of Service Level Agreements 

 Application Development background 

 Experience of Scrum and practical experience of working as part of a scrum/agile 

team  

 Good knowledge of multiple service desk systems 

 Creating, managing and reporting KPIs  

 

 

What’s in it for you? 

You will have the opportunity to help shape the direction and approach of Service 

Desk within RDT. You will work with a strong team delivering high quality software 

products in a fast paced environment. You will be working with sharp and innovative 

people who are dedicated, driven and more than happy to share their knowledge with 

you. You will be expected to be the best you can be and will be encouraged and 

supported to achieve this. 

 

Apply now 

If you’d like to apply for this role, please click on ‘apply for this job’ and upload your 

application. Alternatively please email your CV to HR@rdt.co.uk. 

 

mailto:HR@rdt.co.uk

