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JOB DESCRIPTION

Job Title:

IT Services Technician 
Responsible to:
Head of IT Services


Job Purpose:
To work with the Service Desk team to provide a customer focussed incident management and resolution service.  To receive customer enquiries and service requests by phone, email and personal visit and record these in the electronic call management system.  To provide timely and accurate responses to those calls which can be dealt with directly and to ensure that others are referred elsewhere for resolution.

Key Tasks and Responsibilities
1. To act as first point of contact for users of the ICT Service.
2. To respond to service calls by either resolving issues, or recording and passing to third line support staff.
3. To record all calls on the IT Services data logging service.  
4. To monitor the service desk and where appropriate escalate calls to relevant staff.
5. To keep service users updated on task progress.
6. To identify areas of service development and produce ‘quick guides’ to assist service users with use of ICT.
7. To administer the asset register and ensure that all equipment details are accurate, complete and up to date.
8. To undertake administrative duties in support of the service team.
9. To assist with procurement of new equipment, disposal of redundant stock and the recording of all related items.
10. To support the Engineers in the deployment of systems and applications. 

11. To comply with the College’s policies and procedures including Health and Safety Legislation, Safeguarding Children and Vulnerable Adults, PREVENT and those covering all aspects of Equality and Diversity.
12. To comply with the requirements of the General Data Protection Regulation (EU) 2016/679 (“GDPR”). It is the responsibility of individual staff members to protect data and to take all reasonable steps to ensure data are kept securely.
Person Specification:
Candidates should be able to demonstrate the following:

Essential

· Understanding of PC Hardware and Software
· Good working knowledge of the Microsoft Office suite of programmes
· Sound working knowledge of Microsoft Active Directory and associated services.

Desirable
Experience of implementing and supporting telephony systems, networks, printers and security systems.
Special aptitudes/skills/competencies

· Focussed on delivering a customer service to a high standard

· The ability to take ‘ownership’ of assigned work and to complete this within agreed timescales and to agreed quality standards.

· Committed to working to a high quality professional standard.

· Able to prioritise and work alone to complete a task.

· Ability to clearly communicate to customers in both technical and non-technical manner.

· Able to remain calm and polite no matter what the pressures.

Personal qualities

· Ability to recognise ICT problems and deal with issues effectively.

· Initiative and energy to work to a high standard under pressure.

· Commitment to personal and professional development.

· A good team worker with excellent communication skills

· Ability to relay technical issues clearly in non technical terms to service users

· Patience and understanding

· Good sense of humour

Terms and Conditions:

1. Hours of work are 37 per week.  The nature of the post requires the post holder to work flexibly in the discharge of his/her duties.  Some evening work will be required. At certain times of the year weekend work will be required for which time off in lieu will be given.

2. Normal hours of duty are:  



Monday to Thursday 8.30 a.m. – 5.00 p.m.


Friday 8.30 a.m. – 4.30 p.m.

3. Salary is £18,098 - £19,358 per annum.
4. It is a condition of appointment that the salary will be paid directly into a bank or building society account.

5. The successful applicant will be required to apply for an enhanced disclosure from the Disclosure and Barring Service.  Further information about the Disclosure scheme can be found at www.disclosure.gov.uk or by contacting the information line on 0870 90 90 811

6. Annual holiday entitlement is 25 days plus public bank holidays per year.


7. The post is subject to a probationary period of six months during which time two reports will be carried out.  We view probation as a supportive time but if performance is not satisfactory it could lead to termination of the contract. During the probation period 4 mandatory training units must be undertaken. The training sessions are Safeguarding Children, Prevent, Health and Safety, Equality Diversity & Inclusion.

8. The post holder will be automatically brought into the Local Government Pension Scheme. Contributions are 5.8% of Salary.

9. Sick leave will be in accordance with the procedures laid down by the Strode College Board of Governors.

As an equal opportunities employer, Strode College particularly welcomes applications from those who are disabled or members of ethnic minorities since these groups are at present under-represented on the Strode staff.

Completed application forms should be returned to Carol Corbett, HR Officer, Strode College, personnel-enquiries@strode-college.ac.uk by 9.00am Thursday 11th March 2021.
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