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       Service and 
        Operations 

 
 
 

Level: Developing/Skilled 

 

Service and Operations Grade 5  

Typical roles: First Line IT Support 

Transferable 
Experiences 
Activities and responsibilities likely to be required when working at this level 
Providing face-to-face telephone and remote first-line IT support; troubleshooting, triage and initial handling of 

service requests/incidents; complete standard requests and resolve well understood incidents; maintain records 

including physical audit; documenting known problems; updating knowledge base articles and how-to. 
 

Personal and professional development 
Development options to consider when working towards this level 
 

Learning on the job  Learning from others  Formal learning 
Familiarise self with UCL  Join a Community of Practice  Internal UCL training in Manage 
guidelines; develop basic IT  (CoP); shadowing a skilled lead.  Desktop Federated Support 
skills; use service management  Model; Service Management tool 
tools such as Remedy Force.  training; LinkedIn Learning. 
 

UCL Ways of Working 
These describe expected behaviours in line with UCL culture and values (see pages 54-55). For Ways 
of Working indicators and steps to development please refer to the Ways of Working website 
www.ucl.ac.uk/human-resources/policies-advice/ways-working 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

skills and 
competencies 

FOLLOWING  
 INSTRUCTIONS  
AND PROCEDURES 

WORKING WITH PEOPLE 

ADHERING TO  
 PRINCIPLES  
AND VALUES 

(See pages 52-53) 
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Service and  
  Operations 

 
 
 

Level: Developing/Skilled 
 
 
 
Service and Operations Grade 6 
 
Typical roles: Desktop IT and AV support, IT Services Service desk analyst 

Transferable 
skills and 

competencies 
   
WORKING WITH PEOPLE 
 
 
 
ACHIEVING PERSONAL  
 WORK GOALS AND 

OBJECTIVES 
 
 

ADHERING TO  
 PRINCIPLES  
AND VALUES 

(See pages 52-53) 
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              Service and  
                Operations 

 
 
 

Level: Independent 
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               Service and  
                Operations 

 
 
 

Level: Senior 
 
 
 
Service and Operations Grade 9 

Typical Roles: Technical Support Leader, Platform and Service Owner, Domain Service Lead, 

Senior Technical Lead 


