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	Position: 
Job Profile:
	Helpdesk Supervisor


	Team: 
	IT and Business Solutions


	Reporting to:
	CIO

	Direct reports:
	5

	Org unit: 
	IT

	Award:  

	

	AON Code: 

	 

	ANZSCO code: 

	 

	Date reviewed: 
	May 2026



About Aspect

Our purpose:	A different brilliant® - understanding, engaging and celebrating the strengths, aspirations and interests of people on the autism spectrum. 

Our vision: 	Together we’re creating a world where Autistic people are seen and valued, and have access to the right support to live, learn, work and play.  

Our values: 	THRIVE – Teamwork, Honesty & Integrity, Respect, Inclusion, Vibrant, Excellence
 
Team purpose 

To enable Aspect through innovative, robust, scalable and efficient service delivery. The team partners with the business to reduce negative impacts caused by IT incidents. It improves processes and support for technology platforms that enhance service delivery and outcomes.

Position purpose 

The Help Desk Supervisor leads the support and service delivery requirements of Aspect. Undertaking the continuous improvement of service delivery, team capability, incident management and problem management in line with ITIL4 good practice. The role leads by example in resolving, documenting and managing IT incidents.  As a part of the technology leadership team the role creates a culture of learning, customer empathy and ensuring problems are resolved.

Key accountabilities 

1. IT Service Delivery

· Lead and coach the service desk analysts including performance reviews
· Design education pathways for service desk analysts
· Provide IT support for Aspect’s staff
· Ensure incidents are managed in accordance with Service Level Agreements to resolution, including internal and external escalations where necessary
· Continuously improve processes to increase empathy with customer goals, simplify and address root causes
· Standardise processes and build capability within the Service Desk System (Manage Engine Service Desk Plus)and enhance CMDB capabilities in line with ITSM best practices 
· Ensure IT support on site at locations is provided in a way that is empathetic and predictable
2. Leadership and Team Management
· Lead and coach team 
· Foster a high-performing, collaborative and accountable team culture 
· Build team capability to support ongoing service delivery maturity and growth 
3. Stakeholder Engagement and Business Partnership
· Partner with stakeholders to meet business needs around incident management and problem resolution 
· Build strong, trusted relationships across the organisation 
· Act as the senior point of contact for the Service Desk 
· Balance technical, commercial and business priorities in decision-making

Other responsibilities
Safeguarding the people we support
Aspect is committed to providing an environment free from abuse, neglect and exploitation of the people we support. Staff are expected to:
· follow safeguarding guidelines as outlined in Aspect’s “Safeguarding the People We Support” policy and Code of Conduct.  
· complete mandatory Code of Conduct training and implement into day-to-day operations and practice.
· be vigilant and maintain a heightened sensitivity to recognising signs of abuse, neglect or exploitation and escalate/report those signs/concerns.
· escalate/report other staff practices which deviate from policy/procedure.
Work health and safety
All staff are required to:
· take reasonable care for their own health and safety.
· comply, so far as the worker is reasonably able, with any reasonable instruction that is given by the person conducting the business or undertaking to allow the person to comply with legislative requirements.
· report unsafe conditions or practices, and make suggestions to their manager on improving work, health & safety at Aspect.
· participate in the staff consultation process about work health & safety matters.
· understand and adhere to Aspect’s Code of Conduct.

Essential requirements 
· Experience with M365 and Windows 11 platforms 
· Extensive support experience
· Working knowledge of a range of diagnostic tools and methods
· Experience working in an ITIL/ITSM-driven environment and service improvement
· Clear and succinct written and oral communication skills.
· Exceptional interpersonal skills, with a focus on rapport building, listening, and
· questioning skills.
· Strong documentation skills.
· Working with Children Check clearance (NSW)
· National Police Clearance
Attributes and Capabilities
· Ability to absorb and retain information quickly
· Commercially aware of the impact of incidents to the business
· Structured and process-driven, with the ability to bring order to ambiguity
· Collaborative and empathetic approach to stakeholder engagement
· Proactive, adaptable and solutions-focused
· Customer centric
Compliance Requirements
· The successful candidate must comply with Aspect’s policies and procedures and complete all mandatory organisational training as required.
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