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	Job Title 
	ICT – Apprentice

	Team
	ICT Help Desk
	Grade
	S2



Overall job purpose:
	As an IT Helpdesk Apprentice, you will play a vital role in providing technical support and assistance to end-users within the organisation. You will work under the guidance and supervision of experienced IT professionals, learning and developing your skills in troubleshooting and resolving various technology-related issues. This position offers an excellent opportunity for individuals looking to start their career in the IT industry. 




Key areas of focus:
	1.
	Providing front-office helpdesk support to end-users of the councils ICT systems

	3.
	Responding to user inquiries and providing technical support to resolve issues

	4.
	Troubleshooting software and hardware problems and providing solutions 

	5.
	Installing and configuring computer hardware and software

	6.
	Maintaining and updating technical documentation and knowledge bases

	7.
	Escalating complex issue to higher-level support teams where necessary

	10.
	Keeping support systems up to date and ensuring assets are properly accounted for

	12.
	Providing service cover on a rota basis Monday to Friday 8.00am – 5.30pm

	13.
	Any other duties that are appropriate with this post



Role Requirements
The following outlines the criteria for this post. Applicants will be shortlisted and interviewed to access if they meet the criteria for the role. 
	
Criteria
	Essential
	Desirable

	Professional Qualifications          

	Good level of education including GCSE (or equivalent) in Mathematics and English
	X
	

	IT qualification(s) in a relevant subject area
	
	X

	Experience

	Dealing with customers on the phone, face to face and / or via video calling
	X
	

	Working as part of an ICT Team supporting multiple user sites 
	
	X

	Providing 1st and 2nd line technical support
	
	X

	Troubleshooting and fixing computer hardware, operating systems and software 
	X
	

	Knowledge

	Microsoft Windows 10
	X
	

	Apple iOS
	X
	

	Microsoft Office 365
	X
	

	Microsoft SharePoint
	
	X

	VoIP telephony
	
	X

	Cyber security products & services
	
	X

	Audio & video streaming
	
	X

	[bookmark: _Hlk159321872]Competencies

	Critical thinking - Able to consider different perspectives, and Council needs and procedures in balance when making decisions and solving problems
	X
	

	Customer focus - Able to gain insight into customer needs to build and deliver solutions that meet expectations and maintain effective relationships.
	X
	

	Industry knowledge - Actively seeks out best practice and CPD to understand current issues related to the department, sector and profession to make informed decisions
	
	
X

	Initiative - Is resourceful and able to work and make decisions with limited supervision
	
	X

	Organisation skills - Understands work of the wider team and feeds into supporting this alongside own work, making the best use of available resources.
	X
	

	Strategic Thinking - Understands and can articulate how the team’s role fits into the bigger 
picture and how it impacts others
	
	X

	Behaviours

	Accountability - Acknowledges mistakes with 
patience and understanding and offers support to rectify the situation, putting in place measures to prevent future errors
	X
	

	Adaptability - Ability to remain flexible and resilient when encountering new or different circumstances and identifying solutions.
	X
	

	Commitment - Embraces and champions Aruns values, with a strong work ethic, commitment, and 
motivation, to achieve and deliver outcomes.
	X
	

	Innovative - Uses initiative, contributes to and implements new progressive processes or projects that will improve service delivery.
	X
	

	Health and Safety 

	
	Yes
	No

	Does this role require a Basic DBS check?
	X
	

	Is this a Political restricted post?
	
	X

	Does this role require any out of hours/ weekend/ evening/ rota work?  
	occasional
	

	Does this role require a driver’s license and access to a vehicle?
	
	X

	Does this role attract an essential car user allowance?
	
	X

	Does this role attract a market supplement?
	
	X

	Does this role require a uniform?
	
	X
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