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JOB DESCRIPTION


Post Title: Scale: Reporting to:

IT Support Technician (Full Time) Scale Range 14 - 16
Head of IT Network & Infrastructure


Job Summary
The IT Support Technician provides high-quality technical support to staff, students, and faculty within the college. This includes diagnosing and resolving IT issues across hardware, software, and network systems to ensure minimal disruption to daily operations. The role involves assisting with system administration, classroom technology support, and IT projects while maintaining a strong focus on security and compliance.
A key responsibility is to deliver excellent customer service, maintaining professionalism and clear communication with end-users. The technician works closely with colleagues to ensure a seamless IT experience, supporting both learning and administrative functions across the college.

Key Responsibilities
· End-User Support
Provide timely and efficient technical assistance to end-users via phone, remote, email/helpdesk, chat, or in- person. Diagnose and resolve hardware and software problems, including servers, desktops, laptops, printers, and mobile devices. Assist users with software installation, updates, and troubleshooting. Educate end-users on best practices for using technology resources effectively. Provide remote support for off-site or remote employees. Utilise remote desktop tools to troubleshoot and resolve issues.
· Hardware Maintenance
Perform hardware maintenance and repairs, such as replacing components or upgrading equipment. Set up and configure new workstations, ensuring they meet organisational standards.

· Software Management
Install, configure, and update software applications. Monitor software licenses and ensure compliance.

· Network Support
Support and maintain college network infrastructure, including Wi-Fi, firewalls, switches, and VPN connections.

· IT Documentation
Maintain accurate records of support requests, solutions provided, and hardware/software inventory. Create and update documentation, including user guides and IT policies.
· Security
Assist in implementing and maintaining IT security measures, such as antivirus software and access controls. Educate end-users on security best practices and report any security incidents.

· Collaboration
Collaborate with IT team members to resolve complex technical issues. Escalate problems to the Head of IT when necessary.

· Hardware and Software Procurement
Assist in the procurement of IT hardware and software by identifying organizational needs and recommending solutions.

· Additional Duties: Such other duties as may reasonably be allocated by the Head of IT Infrastructure or members of the Senior Leadership Team as required.
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