System Support Analyst
Full Time – Warrington & Remote Working 
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Due to continuous business growth, we are now recruiting for a System Support Analyst to join our Head Office IT Operations Department. As part of the role, you will provide application support to both internal customers and clients on our internal bespoke IT system. The job holder will play a key role in ensuring that all service requests and incidents are handled professionally. They will represent IT to both internal staff and key 3rd party suppliers. The role will incorporate homebased working but there will be an expectation to travel to our Warrington Head office.

PAM Group are the largest privately owned Occupational Health, Rehabilitation, Wellbeing and Absence Management company in the UK; currently supporting more than 700,000 employees across more than 1,000 clients.

About the Role: 

 
· Manage incident, problem, service request and change volumes for Support requests 
· Providing 1st/2nd line support
· Ensuring high system availability and customer satisfaction and drive through resolutions to requests 
· Work with the in-house development team to recreate issues and deliver permanent fixes to recurring system issues. 
· Create and maintain knowledge base articles to share workarounds and document solutions for known issues. Document standard changes or standard operating procedures. 
· Manage resolution according to agreed SLAs and KPIs. 
· Working to ITIL aligned processes. 
· Make suggestions to the Support Team Leader on improvements that could be made to the Support team to improve the level of service offered.
About You:
· Experience providing support to customers in application/data related role. 
· Strong Excel Skills along with excellent Customer Service Skills
· ITIL Accredited
· Excellent oral and written communication skills.
· Exceptional interpersonal, including teamwork and working co-operatively to achieve a common goal. 
· Be able to demonstrate the ability to work and communicate with many stakeholders with varying levels of IT capability and to handle a busy and varied workload. 
· Flexible approach to work and excellent problem-solving ability. 
· Ability to prioritise and use own initiative, Good range of analytical skills and attention to detail. 
· Excellent customer service and stakeholder management skills, with the ability to build effective relationships. 
· Ability to effectively prioritise and execute tasks in a high-pressure environment. 

The Benefits:

· Industry Leading Healthcare Scheme – Opticians, Dental, Physio & more!

· Excellent Pension Plan - 8% auto-enrolment and up to 5% matched contribution

· 24/7 Doctor helpline – book a telephone or video appointment with a GP 

· Employee Assistance Program – 24/7 telephone counselling helpline  

· Flexible working hours and 33 days annual leave (includes bank holidays)

· Top training and development opportunities, with best-in-class tech gear 

If you’re looking for your next career move and are wanting to work with a rewarding company, please get in touch with our Recruitment department for a confidential chat about joining the PAM Team. Recruitment@pamgroup.co.uk 

