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JOB DESCRIPTION

ICT Support Technician (First Line Support)
──────────────────────────────────────────────
To provide first line ICT technical support to internal and external customers through work on the ICT Support Help Desk and onsite at customer sites.
──────────────────────────────────────────────
Main Duties 

1. Provide ICT hardware and software support to Customer sites including the support of any audio and visual systems.

2. Maintain and record ICT equipment details at Customer sites and keep an accurate record of work undertaken complete with an appropriate sign off for completed works.

3. Provide proactive first line support (escalating to second line if required) for all One Education users, or Customers as requested.  Seeking advice on possible resolutions and where necessary handover problems to the ICT Technicians or the ICT service desk.

4.    Know and understand the ICT Service KPIs relating to the support services
        offered to our customers and be proactive in ensuring that these are achieved.

5. Diagnose and rectify computer related hardware and software faults.

6. Monitor the ICT Service’s help desk system (MSP Manager), assist with network support activities. 

7. Actively promote the Company and its services trying to identify potential sales opportunities.
Ensure that any sales leads are passed to an appropriate person.

8. Assist (but not deliver) with ICT training sessions for teachers and associate staff as requested.

9. Ensure all service requests are logged in the helpdesk system with all information required.

10. Periodically update key Customers/users of progress towards resolution on support issues.

11. Propose workarounds and other temporary solutions to minimise impacts of problems on end users.

12. Train Customers/users how to perform basic configuration changes if required.

13. Deploy and configure staff ICT equipment.


14. Where necessary working as part of a team to deliver larger ICT projects.

15. Comply with and promote as appropriate local statutory or policy requirements in relation to such issues as Health and Safety, Data Protection, Computer Misuse, Equal Opportunities and Investors in People.

16. Responsible for planning and prioritising their own work in order to deliver specified outputs in accordance with the timescales as specified by their line manager and other managers.

17. The post holder must promote and safeguard the welfare of children, young and vulnerable people that they are responsible for or come into contact with.

18. To ensure compliance with One Education policies and procedures and financial regulations as they relate to ICT service delivery.

19. To make appropriate use of information technology facilities in the provision of services.

20. To provide advice, support and training to other staff as appropriate in relation to the use of information systems and facilities.

21. To achieve a sound, professional standard of service provision across a range of tasks within their service responsibility.

22.  The post holder must be able to travel to various sites as required.

23. This role will require occasional attendance at evening and weekend meetings and work in schools outside Manchester.  Where the post holder is disabled, every effort will be made to supply the necessary aids, adaptations or equipment to allow him/her to carry out all the duties of the post  If, however, a certain task proves unachievable job redesign will be given full consideration. 
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PERSON SPECIFICATION

ICT Support Technician (First Line Support) 

For this job we are looking for:-

Qualified to Level 2 (including Maths and English)

Knowledge of ICT technology and experience of using help desk system

Knowledge of computer hardware and networking.

Ability to keep up to date with ICT technology

Experience of working in a Customer facing role 

Good oral and written communication skills to be able to represent the company both internally and externally. 

Ability to be self-directed with initiative and to be able to solve practical problems with limited supervision. 

	Ability to meet deadlines and prioritise conflicting demands. 



Ability to work as part of a team and to develop and sustain good working relationships with internal and external customers

Effective diagnosis, analytical and problem-solving skills. 


Personal style and behaviour

Tact, diplomacy and discretion in all interpersonal relationships with clients and colleagues.

Personal commitment to ensure that services are equally accessible and appropriate to the diverse needs of service users.

Self-motivation and drive to complete tasks to deadlines and to accepted quality standards.

Personal commitment to continuous professional development and service improvement.

Personal commitment to a culture and practice of team working.

The flexibility to adapt to changing workloads and to new organisational challenges.

Willingness to consent to and apply for an enhanced disclosure (DBS).
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