Livability
General Information

	Job Title:
	Technical Support Analyst Nash College

	Unit/Directorate:
	IT

	Reports To:
	Senior Manager IT - Nash College

	Supervises:
	None

	Budget:
	IT – XSY1

	
	
	
	



	Purpose of the Job

	· To provide Technical Support for colleagues throughout Livability Nash College.
Provide support for related technical systems including computers, printers, access control, mobile devices, audio-visual equipment etc. 
· Provide 1st level support for business systems including Education Specific applications, Office365, Windows 10, Microsoft Office and other systems as required.
 

	Main Duties



1. [bookmark: _GoBack]Being friendly, patient, and helpful in all dealings with end-users' technical requirements.
2. Responding to and keeping the service desk tickets up to date.
3. Respond to IT incidents, problems and requests resolving them in line with agreed levels of service and to the user’s satisfaction recording all information as required by local IT processes.
4. Support users in using standard office systems and other software in use across Livability Nash College.
5. Set-up, maintain and remove user accounts, file sharing and mailboxes as required and in line with audit and security policies and procedures.
6. Install and test new software, download and apply updates and patches in line with agreed policy and procedures. Build packages as required.
7. Build/configure/install Desktop and laptops, and Mobile devices ensuring user satisfaction.
8. Undertake routine monitoring and maintenance tasks including server monitoring. Attend out of hours where necessary to assist in resolving incidents and/or undertake planned maintenance with minimum impact on users.
9. Ensure anti-virus software is installed, up to date and working effectively on all equipment as required.
10. Backup data according to policy and procedures and support periodic tests to ensure recovery in the event of systems failure or loss.
11. Develop knowledge of specific aspects of Livability systems, such as networking, VPN, build management, backup and replication etc, to provide increasing levels of 2nd and 3rd level support over time.
12. Support continuous improvement of Livability Nash College services, systems and processes through improved quality management and documentation.
13. To be responsible for and able to evidence own personal development by undertaking relevant training, attending meetings, conferences and events ensuring that you are updated in all matters relevant to the role within your Personal Development Plan agreed with your manager.
14. Develop and maintain knowledge of Victoria School and wider Livability Systems and networks – and provide occasional support as required.
15. To carry out additional duties and tasks that may be required within the range of the responsibilities of the post.
	WORKING RELATIONSHIPS AND CONTACTS

	Internal:	Senior Manager IT – line management and day to day supervision of work undertaken.
All Nash College Staff.

External:	All Livability staff – technical support in person and remotely
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	JOB TITLE:
	Technical Support Analyst



	
	Essential
	Desirable
	Assessment Method

	Qualifications
	· Good standard of written English and Mathematics.

	· Microsoft IT qualification, e.g., MCP, MCITP 
· A degree in IT or related technical subject or equivalent experience.

	A/D

	Knowledge
	· Good knowledge of Microsoft Windows, including advanced configuration techniques. 
· Good knowledge of PC hardware architecture and assembly. 
· Knowledge of Office 365, in particular Outlook, OneDrive, teams and SharePoint. 
· Knowledge of Active Directory and related user accounts management and permissions.
·  Good knowledge of normal Office software, including email, word processing and spreadsheets. 
· Understanding of IT support processes and their associated business benefits.
· Good knowledge of Mac / iPad configuration and setup, and mobile devices such as iPhone, Android, Windows phones.
· Working knowledge of TCP/IP and associated routing technologies, fibre and copper LAN technologies.


	· Understanding of education sector.
· Knowledge of network security, anti-virus systems, backup systems
· Knowledge of voice and video communications technologies

	A/I

	Experience
	· Previous experience in an IT support environment

	· Experience within the education sector.
	A/I

	Technical/
Work-based Skills
	· Able to build PCs to standard specifications and carry out installs
· Good troubleshooting skills.
· Good knowledge Microsoft Windows operating Systems.
· Good knowledge of Microsoft Office.
· Able to diagnose and resolve desktop incidents.
· Able to update configuration and asset information.
· Able to assimilate new software packages and support other users in their use.
· Able to take and manage backups.
 
	· Experience and knowledge of augmentative & assistive computer equipment and technologies and their relationship with IT
· Practical skills including basic electrical knowledge and assembly / disassembly of equipment such as projectors

	A/I

	General Skills/
Attributes
	· A strong customer service orientated mind set.
· A desire to learn, qualify, and build a career in the IT industry.
· Ability to work under pressure and prioritise
· Excellent interpersonal skills
· Strong customer focus.
· Drive and determination.
· Strong delivery focus.
· Desire to develop personal skills and knowledge to keep abreast of current technology.
· Attention to detail and ability to follow process.
· Good problem-solving ability.
· Ability to work on own and as part of the team.
· Willingness to be flexible. 

	
	A/I
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This job description and person specification is not exhaustive, and amendments and additions may be required in line with future changes in the post holder duties.

SAFEGUARDING

Livability is committed to safeguarding and promoting the welfare of adult, young people and children and expects all employees to share this commitment and follow our safeguarding policies and procedures.

EQUALITY AND DIVERSITY

Livability is an equal opportunities employer and positively encourages applications from suitably qualified and eligible candidates regardless of sex, race, disability, age, sexual orientation, gender reassignment, religion or belief, marital status, or pregnancy and maternity. 

Livability aims to create and sustain an inclusive work environment which provides equality of opportunity for everyone and reflects the diversity of the communities we serve.  The post holder is required to uphold the Equality and Diversity policy and comply with the code of conduct which sets out our standards of behaviour towards those who use our services or work within them.

CHRISTIAN ETHOS AND VALUES

The post holder must carry out all duties in a manner which is consistent with Livability values which are based on an inclusive Christian ethos.  

POLICIES AND PROCEDURES

The post holder must also maintain the policies, procedures and practices of the organisation and as far as possible, must ensure that all activities within the work setting are consistent with those values, policies, procedure and practices.

CONFIDENTIALITY

The post holder must ensure that any information relating to employees, service users and volunteers (future, current and past) is treated in strictest confidence and must be discussed only within the confines of the work setting with the appropriate members of the team or managers.

HEALTH AND SAFETY

The post holder must be familiar with Livability Health and Safety policies and guidelines.  All work should be undertaken so as to be consistent with these, and so as to ensure own health and safety and that of others affected by their work.
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