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King Edward VI Community College: Network Support and Resources Department

Job Title: Network Support Technician
Scale/point: Devon JE Scale B
Hours: 37hrs p/w all year (52 wks) [Std 20 days holiday]
Responsible to: Network and Resources Manager
Job purpose

· To check and maintain the College ICT Resources for safe, effective use by pupils and staff.

· To provide basic technical support in line with the College ICT support service definition.

· To implement procedures and provide technical support in line with the College ICT support service definition.
· To keep appropriate records of expenditure (department transfers), of hardware and software, and of support requests and actions taken.

· To support pupils and staff in the appropriate use of ICT.

The installation and maintenance of the College ICT resource

1) Desktop & Application Support

· Connect, set up and check PCs and peripherals for normal operation.

· Perform routine maintenance tasks, including installing basic software packages and setting common options according to instructions/laid down procedures.

· Perform basic PC hardware repairs and upgrades.

· Detect, diagnose and resolve PC, peripheral and application errors.
· Maintain common hardware found in school; install applications and trouble-shoot basic problems.

· Escalate all serious issues to the Network and Resources Manager for action.

· Inspect main ICT rooms for damage periodically – and report findings to Network and Resources Manager.

· Install and configure workstations/laptops for use with the Capita SIMS MIS based on instructions.

· Perform basic diagnostics and troubleshooting for the Capita SIMS MIS, escalating issues to the Senior Network Support Technician or Network and Resources Manager as required.

2) Server & Network support

· Set up hardware and perform basic checking of networked PCs.

· Perform routine tasks to maintain user accounts and permissions, including implementing disk space and printer quota policies.

· Follow laid down procedures to install software and CDs on the file server; maintain hardware and software of the server; set disk space and printer quotas; create network shares and manage access rights; monitor system logs.
3) Health & Safety

· Follow relevant H&S procedures and raise awareness among staff, pupils and other users.

· Report all H&S incidents or risks to the Network and Resources Manager.

The support and management of the college’s ICT service

4) Configuration & Installation

· Unpack and check equipment on arrival at the College.

· Follow acceptance test procedures for new ICT equipment.

· Update records of installed hardware and software; maintain a software library and store original copies of installed applications.

· Record and retrieve information in the College Configuration Management database/log.

5) Continuity, Maintenance & Security

· Follow routine maintenance procedures.

· Follow College backup, virus protection and security procedures.

6) Support Request Management

· Record support requests, outcomes and time taken in the support log.

· Investigate requests for support; record diagnostic information, retrieve details of similar requests and either resolve or escalate to the appropriate level.

· Respond to support requests according to College procedures, recording detailed diagnostic information and using appropriate knowledge bases/logs to inform diagnosis and resolution.

· Interpret detailed diagnostic information and monitor server logs (reporting information to the Network and Resources Manager).
7) Internal Support Arrangements & External Contracts

· Work to the College support service definition; report on variations to contracted services and escalate contract/warranty issues appropriately in consultation with the Network and Resources Manager.

8) Management of users
· Monitor network user account activity for breaches of the College use policy.

· Impose restrictions on user accounts after discussion with the Network and Resources Manager.

· Escalate all serious breaches with the Network and Resources Manager.

· Restore access rights as requested based on information in the restrictions log.

· Maintain the restrictions log, ensuring that it is up to date.

· Update user account properties (email addresses, quotas, printer credits, access rights/groups) as directed.

The development of the College ICT service

9) Strategy & Planning

· Identify possible ICT requirements and solutions.
· Follow procedures as laid down by the Network and Resources Manager.

10) Budget & Team Responsibilities

· Attend and contribute to departmental meetings and reports

· Work as part of a team.

Personal qualities

11) Personal ICT development

· Attend relevant courses and use other means to improve ICT skills.

12) Communications

· Support staff and pupils in the use of ICT resources through direct interaction and by producing simple help sheets.

13) Educational Awareness

· A basic knowledge of College Educational practices is deemed appropriate for this role, although it is not expected.

The post holder will be expected to carry out such other duties as reasonably correspond to the general character of the post and are commensurate with its level of responsibility.
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