JOB SPECIFICATION

JOB DESCRIPTION

	JOB TITLE:
	SERVICE SUPPORT TECHNICIAN

	DIRECTORATE:
	CUSTOMER EXPERIENCE, DIGITAL TRANSFORMATION & IDS

	UNIT:
	INFORMATION AND DIGITAL SERVICES


	GRADE:
	9/10

	POST NUMBER:
	1840, 1846, 1847

	RESPONSIBLE TO:	
	SERVICE SUPPORT SUPERVISOR


	RESPONSIBLE FOR:
	NO-ONE



		
MAIN PURPOSE OF JOB:

Act as the first point of contact for all IDS service users

Resolve complex problems affecting use of ICT systems to maintain underlying business processes; ensuring all problems are resolved or channelled to the appropriate support function.

Provide first line support and advise to a wide range of differing technologies and applications, to staff at all levels as well as elected Members.

Operate the IDS Service Desk, run computerised processes, and provide administrative support for the IDS section. 

IDS CAREER GRADE SCHEME

This is a scheme for employees recruited into posts for which they will receive formal training for a professional qualification as well as on the job training.  This post has been identified as one that is appropriate for the scheme and as such it is possible that new recruits will not initially fulfil all the duties outlined below.  The postholder will be offered support and guidance as necessary. 












MAIN DUTIES:   

1. To provide technical and service support to IDS clients, using the ITIL principles of Service Operation. 

2. Through incident management, restore normal service as soon as possible with minimal disruption to the customer and the council by:

.
· Being responsible for the resolution of incidents from detection and recording of an incident on the IDS Service Desk through to resolution and closure, escalating where necessary to the Infrastructure or Business Systems Teams.
· Keeping clients informed of the ‘status’ of incidents from detection until resolution.
· Being familiar with Known Errors recorded in the IDS Knowledge base and to be able to implement workarounds and ‘quick fixes’ in order to restore the service.

3. Through problem management, minimise the adverse impact of incidents and problems on the customer and the council by:.

· analysing, resolving and documenting technical problems (hardware and software) and incidents allocated by the Service Support Coordinator.
· Assisting the Service Support Coordinator in maintaining the IS Knowledge base.
· Being proactive in identifying and resolving problems before incidents occur. 

4. Meet service requests from customers for information or advice or for a standard change or for access to an IT Service.  
For example:
· Reset a password
· Provide standard IT Service for a new User.
· Maintenance of equipment and replacement of consumables

5. To Administrator the IDS Service Desk on a rota basis, following the procedures set up and maintained by the IDS Service Desk Supervisor.  This includes:
· logging calls
· offering solutions by telephone or remotely where possible
· Using their experience set appropriate call priority
· allocating calls to other IS staff
· monitoring the progress of calls
· keeping clients informed of the progress of their calls
· Providing statistics and associated information for Service Desk reports
· adding purchase order information and creating inventory items
· maintaining the inventory for moves and changes

6. To lead in a specialised area of service delivery such as providing first line Member support, providing first line Corporate Suite support or mentoring the IDS Apprentice.  Member and Corporate support will require resolving problems and queries relating to iPad tablet computers and associated applications provided to elected members and directors. Involvement in Member and director training is also required. IDS Apprentice mentoring involves supporting and developing the IDS Apprentice in all aspects of their work.

7. To be responsible for the maintenance and safe keeping of valuable assets within the authorities server room. This will not only include physical assets such as servers and network switches, but also the data held within the server room. This includes restricted data which if lost or disclosed could seriously harm the reputation of the council and could lead to a financial penalty.

8. To be responsible for a wide range and variety of applications used across the authority. These will include MS Office applications as well as line of business desktop applications such as Covalent and Iken case management system. Supporting these systems will often require researching to find a solution.

9. To assist the Infrastructure Team with the daily corporate security backup process. To be responsible for adhoc backup and restore processes. These will include Payroll backup/restores as well as file, directory and email backup/restore for departments and individual members of staff.

10. To deputise for the Service Desk Supervisor at Change Advisory Board meetings.   

11. To support and assist in the development of Disaster Recovery plans ensuring these are consistent with the Corporate Business Continuity Plan.

12. To provide administrative support for the IS section.  This includes:
· receiving and unpacking deliveries, and recording the necessary details for the inventory
· distributing the post
· preparation of paperwork for processing orders and payments
· loading and unloading of security media, and transfer to fire safe storage
· assist the Service Desk Supervisor with the IDS recycling facilities 
· producing procedural and other documentation, under the guidance of more senior staff
· Assisting the IDS Management Team in collating KPIs and local KPIs.

13. To develop skills and knowledge of Active Directory, Group Policy Objectives and VBS scripting to a level to be able to assist the Infrastructure Team with major projects such as Windows 11 deployment and trouble shooting. 

14. To safeguard children, young people and adults at risk and make referrals to the 
      appropriate agency.


NOTES

This list of duties is not exclusive or exhaustive and the post holder may be requested to perform other duties commensurate with his/her grade and capabilities.

This list of duties will be reviewed with the post holder on a regular basis.  The post holder will be kept fully aware of emerging changes in requirements and will be expected to be flexible in their approach to work reflecting the Council’s requirement to work in partnership across the organisation.

PERSON SPECIFICATION

	Criteria
	Essential / Desirable
	Method of Assessment

A	-	Application
I	-	Interview
T	-	Test
D	-	Documentary
	Evidence

	Qualifications & Training
	*A minimum of 4 Professional qualification to the level specified in the IDS Career Grade Scheme

The ability and willingness to study for professional qualifications

	E



E
	A



I

	Experience

	Three years' experience of providing technical support in a networked PC environment

Experience of using remote access support tools

	E



D
	A



A

	Knowledge

	Strong knowledge of Microsoft based operating systems with emphasis on Windows and Office

Knowledge of Active Directory, Group Policy Objectives and VBS scripting.

Knowledge of Political and Democratic context in which the Council operates

	E





D



D
	A





I



I



	Competences
	Customer Focus
· Understands the principles and importance of customer service
· Takes a customer service approach to service delivery
· Strives continuously to exceed customers’ expectations

Outcome Driven
· Assesses and handles risk effectively
· Able to plan and prioritise to meet statutory and organisational deadlines
· Able to work under pressure

Organisational Focus
· Works collegiately and corporately with colleagues, is outward looking and willing to work across organisational boundaries to get the right results for customers.
· Uses evidence and best practice to achieve results

Problem Solving & Decision Making
· Takes ownership of problems 
· Demonstrates initiative and uses good judgment 
· Able to identify potential problems, find solutions and follow it through to a satisfactory conclusion

Change & Adaptability
· Takes a positive attitude towards change
· Enables change to happen with minimal impact on service delivery
	E










E








E











E










E
	I / T










I/T








I/T











I/T










I/T

	Skills & Abilities
	Communication
· Able to effectively liaise with customers at all levels across the authority, colleagues, outside bodies and Councillors, in writing, by telephone and face to face
· Able to manage customer expectations

Team Working
· Able to build effective, supportive working relationships
· Demonstrates a flexible approach to work
· Contributes positively within a team environment
· Willing to share skills, experience and knowledge to develop other team members
· Willing to learn and assist other team members
· Able to self motivate and work with limited day to day supervision

Quality of Work
· Demonstrates the ability to accurately follow instructions and procedures

IT/Technical Skills
· Knowledge of supporting a wide range of   technologies including desktop, laptop and tablet devices.
· Knowledge of server and network support. 
· Able to learn new technologies and business applications in order to be able to provide 1st line support.

Research & Analytical Skills
· Demonstrates investigative and analytical skills and is able to assess and identify problems and solutions

	E










E

















E






E














E
	I/T










I/T

















I/T






I/T














I/T

	Other Requirements
	Able to carry out physically demanding tasks such as unpacking, moving and setting up large pieces of equipment

Able to work to set timescales, and to work on a rota basis starting and finishing at times specified by the  Service Desk Supervisor

The post will be part of a weekly rota system for providing the IDS Service. The postholder will be required to start at 08:00 or finish at 18:00 The job requires the postholder to work both during the normal working day and occasional evenings and weekends (sometimes at short notice).

Presents a neat and tidy appearance.

	E


	I/T



* The IDS Career Grade Scheme allows new recruits to start at a lower grade and then gradually move up to the actual grade for this level of skills and experience.  These essential requirements therefore only apply at the maximum grade for this post.  The minimum requirements would be a qualification in ICT (e.g. NVQ, BTEC, C&G) and 12 months' experience of providing technical and service support in a networked PC environment

COMPLEXITY AND CREATIVITY

The postholder needs a good understanding of the complex area of IDS.  The postholder must be able to predict the immediate and probable future results of their actions, taking into account the existing infrastructure and software environment and likely future developments.  The postholder must be able to assess a problem, gauge its complexity, then take the appropriate action themselves or involve more senior staff.

The postholder needs to be creative in finding solutions to technical problems within the
resources available to them, and must be able to adapt existing procedures and produce 
new ones.

Working across all service groups, the postholder will need to develop a good understanding of the needs of each individual service group in order to offer service specific solutions to problems

JUDGEMENT AND DECISIONS

The postholder must use their own judgement in providing appropriate problem resolutions.  Urgent problems must be solved as quickly as possible in order to minimise the impact on the council's businesses.  The postholder must decide when to act themselves and when to seek advice from more senior staff.

The postholder must juggle conflicting demands on their time on a continuous basis.

This post provides the first line of support for the majority of the authority’s business systems. Failure to resolve a problem or not prioritising appropriately could lead to a business system being unavailable to individual or group of staff across the authority.


CONTACTS (INTERNAL 80% EXTERNAL 20%)

INTERNAL: 80%

Staff at all levels and in all sections of the Council

EXTERNAL: 20%

Suppliers
External technical support
Members

