
 
Job Title Senior Service Management Process Analyst (Major Incident) 

Reporting to Incident Manager  

Overview of role  

The primary responsibility of this role is to support the Major Incident 

Manager in the handling of Major Incidents, with the expectation that the 

role holder will develop the confidence and capability to deputise for the 

Major Incident Manager when required.  

 

Handling Major Incidents at King’s College London (KCL) requires a sound 

understanding of the complex service architecture in place at the university, 

for which in-role training will be provided. In addition, there is a requirement 

to coordinate all aspects of Incident response, documenting that response as 

appropriate and taking a lead in all communication activities, ensuring strict 

university expectations are always met.  

 

In the role, the post holder will have contact with various KCL Managers, 

KSC colleagues and external suppliers via face to face and electronic means 

(including skype for business, telephone and email).  It is vital that the post 

holder has excellent communication and customer services skills, along with 

the ability to work calmly and follow process under pressure.  

 

As a high-profile role within the Service Management team, the post holder 

will also need to routinely demonstrate a sound knowledge of the principles 

of service management, especially those detailed within the ITIL framework.  

 

Whilst the role will be primarily focused on providing Major Incident 

support, there will also be a requirement to provide process support to other 

parts of the IT Service Management Team in the day to day operation of the 

ITIL-based processes adopted by King’s Service Centre. As such, the role 

will play a key part in supporting the delivery of high-quality business and 

administrative support, help analyse service performance and improve IT 

processes. 

 

Some travel may be required for meetings and training, (predominately 

between Quintrell Downs and university campuses in London). 

Accountabilities Support the identification, and handling of Major Incidents across KCL 

 

To deputise for the Major Incident Manager and take the lead in Major 

Incident response as required 

 

Create and maintain Service Management Process documentation.  

 

Support the Major Incident Manager in the creation and management of all 

communications relating to Major Incidents; including the creation of 

informed and appropriate information for email, social media and King’s 

Intranet, using existing or creating further templates. Ensuring all 

communications are sent within correct time frames related to content.  

 



 
Train other members of staff performing the role of Acting Incident Manager 

in the creation of email and social media communications.  

 

Similarly, support the Major Incident Manager in the creation and 

management of communications supporting the Change Management 

process, ensuring style and quality is consistent with those supporting Major 

Incidents.  

 

Produce regular and special reports on the aspects of service delivery 

relevant to the role.  

 

Take an active role in the Daily and Weekly Service Reviews as required.   

 

Liaison with external suppliers, KCL departments and colleagues 

 

General administrative duties as required by management 

 

Key skills and 

experience required 

 

(E) – Essential 

(D) – Desirable  

Demonstrable experience in office/business administration (E) 

 

Demonstrable ability in carrying out business processes and service 

management methods and techniques (E) 

 

Strong interpersonal, communication, customer service and writing skills, 

interacts appropriately with Managers at various levels (E) 

 

Ability to remain calm and operate efficiently under pressure (E) 

 

Desire to learn and develop new skills (E) 

 

Confident and professional approach to challenging and supporting staff at 

all levels (E)  

 

Effective time management skills; ability to work on multiple tasks 

simultaneously, prioritising tasks due to shifting priorities, fluctuating 

workloads, and deadline pressures (E) 

 

Able to undertake work in a highly confidential manner (E) 

 

Strong IT skills (D) 

 

Previous experience working in an IT environment (D)  

 

Previous experience working in Service Management (E) 

 

ITIL Foundation/Intermediate Level (D) 

ITIL Intermediate or Practitioner Level qualification(s) (D) 

Prepared to develop ITIL skills further (E)  

 

The post holder should have a full Driving Licence (D) 

 

 


