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Job Description
Job Title:


Support Engineer
Department:


ICT
Responsible To:
Lead Support Engineer
Job Purpose:
Ensure that staff and learners are effectively supported in the use of College ICT systems and services on campus; and to provide campus feedback into ICT projects and initiatives.  Outside of core hours working will be required on a weekly basis during term-time.

Principal Responsibilities
1. User Support
I. Key point of contact for helping learners and staff with resolving problems and questions they have relating to ICT systems and equipment.
II. Ensure that all requests for support are accurately recorded and updated on the appropriate systems.

III. Investigate, diagnose and resolve issues whilst maintaining a high level of customer service. 

IV. Escalate unresolved issues to the relevant 2nd line support teams.
V. Ensure that all relevant parties are updated with the progress and resolution of support issues.
VI. Ensure that ICT support offices are fit for purpose and portray a professional welcoming environment. 
2. Infrastructure 

I. Undertake the installation, upgrade, maintenance, repairs and troubleshooting of ICT resources, including but not limited to:- PC’s, MAC’s, laptops, smartphones, audio visual screens & equipment.
 
II. Ensure that all ICT assets are accurately recorded and updated on the appropriate systems. 
III. Participate in the testing and roll-out of upgrades and developments.  

IV. Stay abreast of current news, developments and security issues relevant to the college’s ICT infrastructure.
V. Undertake administrative functions relating to the procurement of ICT services and assets. 
3. Team Contribution
I. To attend, contribute and participate in team meetings as and when necessary. 
II. To participate in training as and when necessary.
4. Policies & Procedures
i. To comply with all College Policies & Procedures.
ii. To keep abreast of changes to Policy & Procedures and to make the necessary changes to administrative systems.
iii. To ensure that all aspects of the College Financial Instructions and Financial Standing Orders are followed.

iv. Promote the college’s core values and incorporate them into all aspects of the role.
v. To contribute to supporting and supervising learners, including taking action to ensure acceptable behaviour at all times.
vi. To ensure that all activities are compliant with the General Data Protection Regulations.
5. Health & Safety
i. To ensure that safe working practices are used and appropriate Health and Safety legislation adopted.
ii. To exercise responsibility for carrying out and adhering to the Health, Safety and Welfare Policy and Procedure.
iii. To liaise with the Health and Safety Manager to ensure accurate recording of related information.

	Note:

a) As a term of your employment you may be required to undertake such other duties as may reasonably be required of you commensurate with your grade/level in the college.

b) This is a description of the job as it is at present constituted.  It is the practice of the College periodically to examine employees' job descriptions and to update them to ensure that they relate to the job as then being performed, or to incorporate whatever changes are being proposed.  This procedure is jointly conducted by each manager in consultation with those working directly to him or her.  You will, therefore, be expected to participate fully in such discussions.

c) This description is not intended to establish a total definition of the job, but an outline of the duties.

d) All staff are required to make themselves aware of the Financial Regulations. Campus Business Managers can make them available.



Person Specification

	Criteria 


	Essential 
	Desirable
	Assessed by

	1. Qualifications 

	a) HNC or equivalent experience relevant to the post
	
	
	Application

	b) ITIL certification in a relevant area
	
	
	Application

	2. Knowledge & Experience

	a) Experience of first line support for Windows desktop, Office 365 and Mac OSx
	
	
	Application / Interview

	b) Experience of a broad range of networking services and systems, including WiFi, telephony, MS Active Directory and Windows domain account management
	
	
	Application / Interview

	c) Experience of supporting and troubleshooting audio visual services
	
	
	Application /Interview

	d) Strong appreciation of security and data protection issues relating to the deployment and use of ICT 
	
	
	Application / Interview

	e) Experience of working under relevant quality management systems such as ITIL and ISO    
	
	
	Application / Interview

	3. Skills & Attributes

	a) Enthusiastic and positive
	
	
	Interview

	b) Communicate clearly and confidently - written and verbally
	
	
	Application / Interview

	c) Explain technology concepts to a non-technical audience
	
	
	Interview

	d) Excellent customer service orientation
	
	
	Interview

	e) Work independently and within a team
	
	
	Application / Interview

	f) Ability to plan, organise, prioritise and multi-task
	
	
	Application / Interview

	g) Ability to evaluate and reflect
	
	
	Application / Interview

	h) Ability to work under pressure and meet deadlines
	
	
	Application / Interview

	i) Ability to establish positive working relationships
	
	
	Application / Interview

	j) Ability to use the Welsh language at basic level (or willingness to undertake training)
	
	
	Application / Interview

	4. Additional Requirements

	a) Able to travel as required to fulfil the requirements of the role
	
	
	Interview




