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JOB PROFILE


	Job title:  IT Field Support Engineer
	

	
	

	Grade: 4

JE number: JE117
	

	
	

	Accountable to: IT Business Partner, IT Service Delivery Manager 

	

	Line Management of: N/A

To deliver high quality onsite support to all of the Colleges’ users and to ensure that all support activities operate within the agreed process frameworks.  To ensure that local call queues are actively managed, provide telephone, remote and on-site technical support, including desktop support, Microsoft 365 support, local network/ telephony issue resolution and low-level server hardware support in accordance with the service level agreement.
	



	Duties and responsibilities

1. Provide timely and excellent customer service in the deployment of IT assets and the resolution of desktop PC, network, telephony and infrastructure tickets. Take advantage of remote support where possible. 

2. Cover the Service Desk telephones when required. 

3. Ensure that all systems meet the needs of the immediate and extended customer groups’ expectations and fulfil the requirements subject to the brief provided. 

4. Support the IT Business Partners and IT Service Delivery Manager in providing robust systems to support the IT strategy in support of teaching, learning and professional services. 

5. Be innovative in all aspects of service delivery in accordance with organisational values; be a role model of our values. 

6. Ensure that all documentation is kept up to date and available to relevant users. 

7. Maintain Active Directory to ensure all objects are in the correct groups. 

8. Work towards keeping the college environment tidy.  Ensure end of life IT equipment is disposed of according to WEEE regulations. 

9. Ensure edge switch cabs are tidy and cabled in line with the IT cabling standard. 

10. Ensure all IT projects are well planned, resourced and monitored to ensure excellent delivery and evaluation of impact. 

11. Collaborate, where appropriate, to act as a critical friend to affect curriculum design to ensure that learners are equipped with appropriate skills for employability in the relevant industries, in partnership with relevant curriculum areas. 

12. Collaborate with the Business Partners and Service Delivery Manager to drive service improvements. 

13. Provide innovation in all aspects of IT in accordance with organisational values. 

14. Work as a team to progress and develop skills following a specific training path or framework (MTA, MCSA, CCNA, etc.) 

15. Use appropriate processes and face to face communication with our customers to ensure timely and accurate information is relayed. 

16. Maintain personal and professional knowledge, keeping up to date with developments in the field.


General Duties and Responsibilities

1. To support, contribute to and take personal responsibility for implementing the College’s commitment to Equality and Diversity. 

2. To contribute to a culture of continuous improvement through participation in the Professional Development Review process. 

3. To support and participate in all initiatives to ensure the College has a safe and healthy environment for all students, staff and visitors. 

4. * To carry out other duties that are required within the role as it evolves within the development of the organisation.

	
	



Corporate responsibilities:

· To contribute to the strategic direction and operational effectiveness of the College 

· Ensure the responsibilities of the post are carried out in a way that reflects the standards, vision and values of the college

· Deliver on key performance indicators across the College, aiming to deliver continuous improvement 

· Promote the College with employers, sector bodies, schools and the local community, developing effective partnerships with employers, the funding agencies and other representative bodies

· To proactively promote Safeguarding practice, EDI, Information Security and Health and Safety 

· To complete and remain up to date with Mandatory Training

· To participate in the College Professional Development and Review (PDR) Scheme  


NOTE

This job profile provides an overview of the principle duties and responsibilities of the role. It is not intended to be exhaustive. It is anticipated that the content of jobs will change over time whilst remaining within the broad remit of the role.

This job profile does not form part of your contract of employment.



PERSON SPECIFICATION



	Role:  IT Support Technician
	E/D
	A
	I
	T

	Qualifications:  

	1
	Level 2 Maths and English or equivalent 
	D
	
	
	

	2
	At least 4 GCSE’s (A-C) or equivalent. 
	E
	
	
	

	3
	Technical Qualification 
	D
	
	
	

	4
	Level 3 qualifications achieved e.g. A-Levels AVCE GNVQ Adv NVQ 3 etc. 
	D
	
	
	

	Experience and Skills:

	5
	Working in a University / College environment
	D
	
	
	

	6
	Working in a customer service environment
	D
	
	
	

	7
	Working with customers of different abilities and backgrounds
	D
	
	
	

	8
	Working experience of computing in a networked environment
	E
	
	
	

	9
	Working flexibly in diverse environments
	E
	
	
	

	10
	Experience of supporting Microsoft 365 applications
	D
	
	
	

	11
	Using and/co-ordinating the use of a structured Service Desk call logging system
	D
	
	
	

	12
	Working in an environment relevant to appropriate specialisation
	D
	
	
	

	13
	Working knowledge of internet and intranet
	E
	
	
	

	14
	Applicable College policies and procedures
	D
	
	
	

	15
	Understanding of ICT in a classroom context
	E
	
	
	

	16
	Understanding of networking cabling systems
	E
	
	
	

	17
	General understanding of TCP / IP networking
	E
	
	
	

	18
	Data protection and computer security knowledge
	D
	
	
	

	19
	Technical computing skills
	E
	
	
	

	20
	Interpersonal skills
	E
	
	
	

	21
	Meeting deadlines and achieving targets
	E
	
	
	

	22
	Ability to work on own initiative
	E
	
	
	

	23
	Ability to work effectively as part of a team
	E
	
	
	

	Personal Attributes: 

	24
	Flexible approach to hours
	E
	
	
	

	25
	Demonstrate a genuine commitment to uphold and promote equal opportunities and diversity
	E
	
	
	

	26
	Commitment to quality and excellence through evidence of continuing professional development
	E
	
	
	

	27
	Demonstrate a knowledge and understanding of Safeguarding / Child Protection issues relevant to the post
	E
	
	
	



KEY: 

	E
	Essential 

	D
	Desirable

	A
	Assessed by Application Form  

	I
	Assessed by Interview

	T
	Assessed by Test 
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