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	Job Title
	Zendesk Administrator
	Job Family
	

	Grade
	
	Reports to
	Angharad Whitburn

	Location
	Swinton/Birmingham - Hybrid
	Team Size
	N/A 



	About the role:

	Moorepay’s operational teams are embarking on a transformation journey to modernise and improve how payroll and HR services are delivered to our clients. This role Lead will play a pivotal role in this journey by ensuring the operations teams can provide our customers a fantastic service by leveraging our Zendesk Instance.
They will interface with key SMEs for all teams that use Zendesk within our operations including but not limited to HR Software, Client Experience, Payroll Operations & HR Services. 
The individual will also need to drive cultural change towards a more structured way of managing customer issues and be able to articulate consistently and confidently what best practice looks like and illustrate the benefits of its adoption.



	

	Role accountabilities and responsibilities:

	
Responsibilities
· Assess the viability of new requests and provide proposals and solutions to the business that meet business requirements, align with operations strategy and maximise reuse opportunities.
· Ability to set up and maintain triggers, automations, views and dynamic forms. 
· Support, implement and/or optimize the following channels – Messaging, email, automations, omnichannel and analytics. 
· Support internal users with general queries and support requests. 
· Train out new and existing processes for Zendesk to wider business. 
· Support new process and feature deployments and internal testing processes. 
· Define and build technical project requirements in collaboration with our various teams and stakeholders across the business. 
· Create and update Technical Documents when necessary.
· Contribute to and help develop the Zendesk roadmap and business use of Zendesk tools acting as a key SME.
· Identify opportunities to improve the application / streamline activities wherever required and promote / drive innovation in the platform’s technologies, processes, and tools.
· Support the communication and delivery of requirements with relevant stakeholders to develop and influence solution direction as appropriate.
· Resolve complex problems or transactions, where expertise is required.
· Prioritize and manage many open support Incidents and Change tickets at one time.
· Support the roll-out of new apps/features.
· Test and evaluate new features/applications.
· Ensuring change management within Zendesk is adhered to.
· Work with business leads to generate dashboards as required. 


	

	About you:

	
Desired Skillset
· Strong understanding of system integrations such as API usage and data management.
· Zendesk certification
· Experience in designing and implementing solutions within Zendesk is required.
· Able to work under pressure and demonstrate initiative, enthusiasm, and a rapid learning capability.
· Ability to understand business processes and assist in translating business requirements into application functionality. 
· Project and Change management experience. 

Beneficial Experience/Qualifications
· Having worked in the payroll/hr industry or a related industry.





	Special circumstances / Other requirements e.g., travel requirements, working arrangements etc

	Will need time in the Moorepay offices and by exception, client, and supplier premises. 
· 




	About Moorepay & Zellis

	
Moorepay is a leading provider of payroll and HR solutions for SMBs in the UK and Ireland.
Together with Benefex and our parent company Zellis, we form the Zellis Group, serving a vast array of companies across every vertical and industry.

Our purpose is to make people feel appreciated for the work they do – through precision, choice, and magic.

Our history
Moorepay services small to medium customers in Payroll and HR Services customers across the UK and Republic of Ireland. We've been supporting businesses since 1966 and today we produce millions of payslips every year and offer round-the-clock professional advice, thousands of organisations rely on our experience and expertise to make sure their Payroll, HR and Compliance needs are met on time, every time.

We were acquired by Northgate, becoming NorthgateArinso in 2007 and NGA Human Resources UK and Ireland in 2014. In 2018, the UK and Ireland division was sold to Bain Capital and now Zellis operates as a standalone company with Moorepay as a division of Zellis Limited. After acquiring Benefex, we’re now even better equipped to serve the complex needs of our customers.

Our vision
Our vision is to be the clear leader in pay, reward, analytics, and people experiences. There’s nothing more important to us than building trusting and beneficial relationships with our customers, using our size, scale, and breadth of experience to offer tailored solutions that precisely meet their business needs.
We design solutions that keep our customers ahead of change as they navigate the regulatory complexity and workforce uncertainty which exists in today’s business landscape. At the heart of everything we do are our highly qualified payroll and HR experts, who are committed to delivering first-class customer service at all times.

We’re proud of our culture.
At Moorepay we work hard to create a culture where people want to join, belong to, and be part of a progressive organisation. We’re committed to recruiting and retaining a diverse and inclusive workforce that is representative of the customers we serve and the communities we operate in.

Our values, which were defined with input from our 2000 colleagues across Zellis and Moorepay, are not empty words on a poster. They reflect who we are, and how we operate as a business.









	
Making payroll & HR easy
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Unstoppable together

We work together to
achieve amazing results.

We are inclusive,
celebrating differences
and respecting others.
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Always learning

We build expertise in
ourselves and others.

We are dynamic, always
looking for better ways.

Make it count

We work with precision
and pace.

We take ownership for
what we do and how we
do it matters.
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A Zellis Company




