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Introduction

In this assignment I will be looking at the importance of employment skills in the workplace to both the employer and the employee in the workplace.
The role of choice I have chosen will be working in an IT Helpdesk environment. Having several years of experience working in this role I will be discussing my own experience and what benefits both myself and my employer gain in having these valuable skills.
Working in a IT helpdesk role you have to be able to demonstrate a high level of customer service skills as well as a good technical knowledge.  
In this area of work having just a good technical knowledge is not enough and you have several other employment skills such as good communication, listening and time management skills and being able to meet targets to give the customer a good customer service experience. 
Displaying these skills creates a positive image of the business and help run the business smoothly benefiting both employees and the employer.
It also important that the employer helps the employee gain these vital employment skills by giving the employee the relevant information on how they can use these skills in the workplace.
This can be by making sure all employees are given the correct training and given all the documentation they need to help them in their work. 

Types of Employment skills in the workplace 
There are many types of employment skills needed in the workplace but generally they can be broken down into these categories 
· communication
· teamwork
· problem solving 
· planning and organising
· self-management
· learning
· Leadership skills
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Communication Skills
Communication skills are abilities you use when giving and receiving different kinds of information. Some examples include communicating ideas, feelings or what’s happening around you. Communication skills involve listening, speaking, observing and empathizing. It is also helpful to understand the differences in how to communicate through face-to-face interactions, phone conversations and digital communications, like email and social media
Communication Skills: Definitions and Examples [online]. (Last updated 2019). Available at: https://www.indeed.com/career-advice/resumes-cover-letters/communication-skills [Accessed 22 November 2019].



Benefits to the employee 


Listening builds a good relationship with the customer and can show the customer that you care about their issue and try to give the customer the best resolution.

Good listening also benefits personal relationships. Steven Covey in his book The Seven Habits of Highly Effective People tells how the CEO of a multinational with 35,000 employees came to acknowledge the importance of listening: ‘He said “My wife had told me I didn’t listen to our daughter.” After he honed his listening skills, he and his daughter grew closer, and he realised the value of listening as applied to business.’

[Stephen R. Covey (1999). The 7 Habits of Highly Effective People, Simon & Schuster UK.]


Benefits to the employee 

Not only is it benficial for an employee to have these skills but it is also important for the employer.

The employee will usually be the person who will be the main point of contact to the customer and they will need to have good communication skills between the employee and the employer so the employee can give feedback to the employer of any issues so that they can take further action and escalate the issue if necessary.

The most successful organisations understand that if they are to be successful in today’s business world, good communication at all levels is essential. Here is a useful mnemonic to remember the benefits you and your organisation can achieve from effective communication:
· Stronger decision-making and problem-solving
· Upturn in productivity
· Convincing and compelling corporate materials
· Clearer, more streamlined workflow
· Enhanced professional image
· Sound business relationships
· Successful response ensured

Why are communication skills important [online]. (Last updated 2019). Available at:
https://shirleytaylor.com/shirleys-articles/why-are-communication-skills-important/
[Accessed 22 November 2019].


Having poor communication in the workplace will automatically lead to procedures not being followed and issues not being fed back to developers leading to a poor product.






Teamwork
Teamwork is often a crucial part of a business, as it is often necessary for colleagues to work well together, trying their best in any circumstance. Teamwork means that people will try to cooperate, using their individual skills and providing constructive feedback, despite any personal conflict between individuals

What is teamwork [online]. (Last updated 2019). Available at:
http://www.businessdictionary.com/definition/teamwork.html [Accessed 22 November 2019].


Benefits to the employee

Employee teamwork enables your workforce to:
· Split difficult tasks into simpler ones, then work together to complete them faster
· Develop specialised skills, so that the best person for each task can do it better and faster
· New and non-experience staff can work with staff that have more knowledge and experience to get a task done and can learn from the more experienced team member

Benefits to the employer


Team make work more efficient. That can lead to better productivity, reduced costs, greater profitability, and many other benefits.
When incorporating teamwork strategies, you become more efficient and productive. This is because it allows the workload to be shared, reducing the pressure on individuals, and ensure tasks are completed within a set time frame. It also allows goals to be more attainable, enhances the optimization of performance, improves job satisfaction and increases work pace.
Ultimately, when a group of individuals works together, compared to one person working alone, they promote a more efficient work output and are able to complete tasks faster due to many minds intertwined on the same goals and objectives of the business.


5 Important reasons teamwork is important [online]. (Last updated 2019). Available at:
https://www.potential.com/articles/5-important-reasons-why-teamwork-matters/Accessed 22 November 2019].




Leadership Skills
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Develop the skills you need [online]. (Last updated 2019). Available at: 
www. https://www.skillsyouneed.com/ [Accessed 26 November 2019].

Effective leadership is almost always one of the main and primary drivers for growth, development and innovation.

It has been said that without leadership, all other business elements lie dormant. Strong leaders can help an organization to maximize productivity and achieve business goals, whereas weak leadership can hurt productivity and put the health of the business in jeopardy.

Good leaders drive employee productivity by building confidence in employees and creating a positive environment that is conducive to productivity. When employees feel stressed or distracted, job performance and job satisfaction suffer. When managers build morale, it can help to improve retention, increase employee job satisfaction, and may favorably impact the bottom line.

Importance of Leadership in Business [online]. (Last updated 2019). Available at: https://www.hrpayrollsystems.net/importance-of-leadership-in-business/ [Accessed 26 November 2019].

Good leadership benefits both the employee and employer. An employer that displays good leadership skills gives assurance to employees that they have someone that they can go to for advice and support and to turn to if they have any issues.

The employer will have to manage and lead his staff so everything in the day to day running of the business runs smoothly.

Showing leadership skill can also benefit an employee if an issues arises and the employee is able to handle the situation without assistance it can show the employer that they are capable of working independently.

In the example of working in IT support customers want to see the support staff handle the situation so that the issue is dealt with quickly and they don’t have to be passed around speaking about their issue to different people. This will give the customer a good customer experience and have faith in the software that the people that they speak to are knowledgeable and are able to take control of an issue.







































Conclusion

In my role as working in a IT help desk role, my most important roles are

· Communication
· Team work 
· Problem solving
· Learning

Communication 

A major role in working in an IT helpdesk is listening and having good communication skills. With the correct listening skills and asking the customer the correct questions you will be able to resolve and find the cause to problem quickly and efficiently. 

Employees need to communicate with customers and build a good customer relationship. Often if customers are not happy, they will call to make a complaint, by listening and showing empathy if you can show the customer that you care and you understand the importance of the issue you can avoid the customer making a  formal complaint leading for the customer call to be escalated to a manager.

This benefits the employee as by resolving issues quickly and efficiently they can meet targets and build a good relationship with the customer giving the customer a good customer experience.


Teamwork

At my current place of work the business is growing and new staff members are needed to keep up with the demand.

New staff need to work with the more experienced members to get a faster resolution to customer question and issues.

Another example of teamwork in the workplace is different teams working together, regularly the support staff work will work with the software testing team to show any bugs that have been reported and what sequence of steps are done to replicate the issue. The software testing team can then do their further investigations to see what is causing the issue so it can be fed back to the development team. 

Teamwork benefits the employer as staff working together to resolve issue means issues are dealt with faster and efficiently. Customers will be happier with a first-time resolution and will result in less customer complaints.









Problem Solving

Another major job skill needed in working in an IT helpdesk is problem solving. One of the day to day tasks will be receiving incoming calls from customers who need technical support in the software.

As well as speaking to the customer to find out their issue you will also have to use your problem-solving skills to find the cause of the problem.

The issue may be user error or another third-party software such as an anti-virus  
Conflicting with the software causing the customer to have issues.

Having problem solving skills benefits both the employee and employer. The employee with these skills will be able to resolve the issue as quickly as possible and get through a number of calls meeting their AHT and keeping the call que down.

The employee will benefit from this as it is important for customer to have a good image of the business and when they phone the help line they want their issue to be resolved quickly and efficiently.

Learning

Working in IT helpdesk you will constantly need to learn as technology changes every day. Employees will need to keep themselves updated with the latest technology so that they can problem solve issues better.

For example, windows updates can sometime affect the software causing the software not to work correctly. If the employee researches what Microsoft updates are due to be released that can see if any of the updates can affect the software, such as a security update that might make certain areas of the software stop working.

Anti-viruses that are installed on a customer’s computer can sometime block certain pages of the software from opening or from loading correctly. A simple solution to this issue would be to go into the antivirus settings and add exclusions so that it will no longer do this. Employees will have to do their own research by visiting the antivirus website or using their user guide to find out how to do this as each anti-virus software is different.

An employee will benefit with his staff having all the technical knowledge that they need in order support the customer. An employee can help his staff gain these skills by giving them training and attending workshops  so they can keep up to date with the latest technology.
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