


JOB DESCRIPTION


	JOB TITLE
	ICT Support Officer


	GRADE
	Band 7


	REPORTING TO 
	Senior ICT Support Officer


	RESPONSIBLE FOR
	None


	BASED AT
	Any FDC site, but currently based at Fenland Hall


	PURPOSE OF THE POST

	To be a contact point for all Council ICT users wishing to log an ICT fault, request a change to ICT systems, or seek ICT advice. To provide an effective solution, in an effective manner, to all request for ICT service.




PLEASE NOTE:

Fenland District Council is committed to equal opportunities. 

It is the Council’s aim to ensure that no job applicant, employee or service user, will receive less favorable treatment on the grounds of age, disability, gender reassignment, marriage and civil partnership, pregnancy and maternity, race, religion or belief, sex or sexual orientation. The Council will also not impose any conditions or requirements, which disproportionately disadvantage any group, which cannot be justified in terms of the needs of the job or the service provided. 

Fenland District Council operates a no smoking policy.

















MAIN DUTIES AND RESPONSIBILITIES

	
1
	Main duties and responsibilities

	
	Support the Council’s ICT infrastructure and business applications.

	
	To work in accordance with ICT procedures and keep the relevant Senior ICT Support Officer appraised of all actions.

	
	Ensure customers are aware of planned responses and actions and kept informed of progress.

	
	Implement solutions to customer requests in a timely manner.

	
	Liaise with users at all levels.

	
	Receive all training necessary to do the job.

	
	Perform tasks as required by Senior ICT Support Officers.

	
	Manage projects to ensure solutions are delivered as expected.

	
	Carry out procurement exercises following the Council’s code of procurement.

	
	Liaise with suppliers to deliver necessary solutions.

	
	Perform ICT Service Desk administration tasks, following defined procedures, as required.

	
	Promote and contribute to the development of the Council’s ‘One Team’ philosophy and approach to service delivery.

	2
	Promote and contribute to the development of the Council’s ‘One Team’ philosophy and approach to service delivery

	
	To promote quality and equality within the Council and in the provision of its services. 

	3
	Customer Care

	
	To provide excellent customer service to all internal and external customers in line with the Council’s commitment to Customer Service Excellence.

	4
	Other Duties

	
	Comply at all times with all the policies and procedures of the Council (E.g., Equal Opportunities, the Constitution, Standing Orders, Financial Regulations, Code of Conduct, etc).  Copies of these can be found on the Intranet, Employee handbook or from Human Resources.

	
	To take reasonable care of their own health and safety and that of others who may be affected by their acts or omissions at work, in accordance with Health and Safety at Work etc. Act 1974, associated regulations, and the Council’s health and safety policies and procedures. Employees are expected to follow safe working practices, attend required training, use work equipment appropriately, cooperate with management on health and safety matters, and report hazards, concerns, accidents, incidents and near misses promptly.

	
	To undertake such other work as may be required from time to time by the Service Manager, consistent with the duties and grading of the post.

	This job description is not definite or exhaustive but is provided to give the post holder an indication of the range of activities, duties and responsibilities concerned with the employment.

	Any changes to this job description will only be made following consultation with the post holder.
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	PERSON SPECIFICATION


	ABBREVIATIONS

	E
	Essential selection criteria
	IV
	Interview

	D
	Desirable selection criteria
	T
	Test

	H/A
	How Assessed
	C
	Certificate

	AP
	Application Form
	
	

				

	E
	D
	H/A

	Experience

	Working within an ICT support environment.
	
	
	AP/ IV

	Troubleshooting ICT Issues.
	
	
	AP/ IV

	Liaising with third party suppliers.
	
	
	AP/ IV

	Microsoft Windows operating systems (laptops and server).
	
	
	AP/ IV/T

	Microsoft Office suites.
	
	
	AP/ IV/T

	PC / Server support and maintenance.
	
	
	AP/ IV/T

	Networking Technologies.
	
	
	AP/ IV/T

	Vulnerability / Security Issues.
	
	
	AP/ IV/T

	Working in a customer focussed environment.
	
	
	AP/ IV

	Supporting business applications.
	
	
	AP/ IV/T

	Telephony.
	
	
	AP/ IV/T

	Microsoft SQL Server.
	
	
	AP/ IV/T

	Virtualisation.
	
	
	AP/ IV/T

	Storage Area Networks.
	
	
	AP/ IVT

	Cloud Technologies
	
	
	AP/ IVT

	Skills & Abilities

	A high level of interpersonal skills.
	
	
	AP/ IV

	Customer service skills – demonstrable ability to deal responsibly, positively and sensitively to customer needs.
	
	
	AP/ IV

	Strong self-motivation and an ability to work with a minimum of supervision to tight deadlines.
	
	
	AP/ IV

	Ability to work co-operatively in a team to achieve prescribed objectives.
	
	
	AP/ IV

	Ability to organise workload with discretion, tact and integrity.
	
	
	AP/ IV

	Able to communicate with all levels of customer.
	
	
	AP/ IV

	Strong communication within the ICT Team.
	
	
	AP/ IV

	Able to react positively to achieve customer expectation.
	
	
	AP/ IV

	Show persistence at solving complicated technical issues/problems.
	
	
	AP/ IV

	Ability to work on your own initiative.
	
	
	AP/ IV

	Able to liaise with hardware/software suppliers and support companies.
	
	
	AP/ IV

	Understanding of the Council’s procurement practices.
	
	
	AP/ IV

	Able to manage ICT related project effectively.
	
	
	AP/ IV

	Able to lift heavy ICT equipment.
	
	
	AP/ IV

	Well organised and able to cope with multiple customer requests.
	
	
	AP/ IV

	Ability to receive and understand instructions.
	
	
	AP/ IV


	Behaviours

	Evidence of all level 1 elements of the Council’s core competency framework, i.e.

· Respect and Dignity for all - is open, honest and courteous
· Teamwork and Co-operation - participates as a team member and encourages, enables and supports colleagues
· Effective Communication - communicate effectively with others
Customer Focus - responds to customer needs
	

	
	
AP
IV

	Knowledge / Education

	Health & Safety Awareness.
	
	
	AP/ IV

	Understanding of the “One Team” philosophy and approach to service delivery.
	
	
	AP/ IV

	GCSE English and Maths or equivalent.
	
	
	C

	IT qualifications relevant to the technologies used.
	
	
	C

	Relevant higher education qualification (e.g. Degree, HNC/D).
	
	
	C

	ITIL Service Management.
	
	
	C

	Other Requirements

	Proof of Right to Work in the UK.
	
	
	C

	Flexible working by arrangement.  This may include some early morning or evening work.
	
	
	AP/ IV

	Demonstrate an understanding of acceptance and commitment to, the principles underlying equal opportunities.
	
	
	AP/ IV

	Work in the evenings and at weekends for which overtime payment will be paid.
	
	
	AP/ IV

	ICT is seen as a core service provider to all services within the authority. This post will need to be adaptable in terms of ‘office opening times’ if the Council decides to extend its hours of operation.
	
	
	AP/ IV

	This post may be part of a ‘support/call out’ Rota for ‘out of hours’ delivery service assistance.
	
	
	AP/ IV

	Willing to undergo further training.
	
	
	AP/ IV
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