Job Description

IT Support Analyst
folio
E  D  U  C  A  T  I  O  N    T  R  U  S  T




Title:		 	IT Support Analyst
Reports to:		Strategic IT Network Manager 
Location: 		Wallington County Grammar School, working across Folio Education Trust 
Hours:		 	Full time, 36 Hours per week, all year round
Contract Type:		 Permanent
Salary: 			£17k - £25 Dependent upon Experience






The Core Ideology of Folio Education Trust

‘Folio’ comes from the Latin word ‘folium’ meaning ‘leaf’. Its definition is linked to the way in which the pages of a manuscript or a book are arranged and presented to the reader. The Trust has chosen this name to represent the knowledge and understanding required by people to unlock their aspirations and reach their personal best. ‘A book is a dream that you hold in your hand.’

Core Purpose –Why do we exist?

· To implement a child centred focus to ensure all decisions lead to the development of confident young people who have character.
· To change people’s lives through exceptional and memorable experiences that ensure people discover and then reach their personal best and unlock improved life chances.
· To be an employer of choice and give staff the motivation to achieve job satisfaction and develop professionally through a talent management framework.
· To offer service provision that listens, understands and adjusts to the people that are being served.
· To develop a self-improving system between all academies within the Trust where collaboration occurs with the core purpose of raising standards.
· To explore beyond education to help remove barriers which prevent social inclusion.

What do we believe?

That we are outstanding. Not because we say it, but because we work hard at it. We are dedicated, committed and focused. We believe that every person will reach their personal best and overcome any challenge through a shared culture and ethos. We are dedicated to developing as successful individuals, creating a positive environment where all of us will learn. We never fail because we never give up. We believe in ourselves. We believe in each other.

Core Values – What guides us?

Our ‘values system’ is shared by all academies within the Trust and is the cornerstone of our existence. It ensures that everything we do is with the young people in mind and promotes a culture and ethos which allows all to BELIEVE.

Believe in ourselves and those around us encouraging ability and creativity.
Endeavour at all times and never give up.
Love what we do and the end result will be a logical consequence.
Inclusion will help us ensure we are one community without isolation.
Emotional intelligence will guide our decision making.
Value our community and develop a sense of social responsibility.
Excellence will be achieved with a growth mind-set.

Our Vision for the Future

Long term goal on a national scale

Contribute towards the changing face of British Education and be one of the top five performing Multi-Trusts in the country, designing and sharing academy improvement strategies.

Long term goal on a global scale

Open an international school which removes barriers to poor education and limited life chances.

Vivid Description – what do we want to see in 10 years?

Our Trust will support academies that are the first choice of local families because of the ‘gold standard’ education that is provided. All academies within the Trust are student centred and this drives our decision making. Smiling faces are common place for students and staff as they are happy being part of the academy and part of a wider Trust community. Being educated as part of this Trust will mean something to not only the individual but also those who provide the next step of a young person’s education, training or employment. The service provision which helps drive the individual organisations within the Trust is focused on quality – listening, understanding and adjusting to meet the needs of those it is designed to serve. A main objective is to provide a system of self-challenge, self-improvement and collaboration with a shared passion to raise standards and allow all students to reach their personal best. No student or member of staff is neglected but inspired to develop improved life chances and live long and happy lives. As part of the collaboration between academies there is a desire to research pedagogy and influence social change to remove the barriers which limit well-being and opportunities for recognising and reaching personal best. Every person deserves the best and the Trust will do what it takes to deliver this while ensuring efficiencies and economies of scale which deliver outcomes beyond outstanding on a global scale.

Responsibilities of the Role
· To provide high-quality technical support, advice and guidance to the staff and students.
· To ensure that all incidents and service requests are logged, investigated and resolved (or escalated where appropriate) within the target time frames as dictated by the associated SLA.
· To retain ownership of the incident and service request tickets and ensure that staff are regularly informed of the status of their incident or service request.
· To identify, implement and document workarounds for problems within the Knowledge Base. 
· To deploy and maintain PCs, Laptops, Tablets and other peripheral equipment such as VoIP telephones, printers, interactive whiteboards and projectors, ensuring that this hardware is regularly tested and ready for use when required.
· To install and test new software and software updates, ensuring compliance with software licensing regulations at all times.
· To help maintain the network infrastructure (cabling, patch panels, routers, switches) and associated documentation.
· To set up AV system for use by staff as requested through the Helpdesk.
· To ensure that all systems documentation is maintained and updated as required including the IT Inventory. 
· To ensure that backups have completed successfully and trouble-shoot any issues.

Knowledge, Skills & Experience
· You will be able to demonstrate good knowledge and recent experience of:
· Microsoft Windows operating systems (including Server) and related desktop products.
· Virtualised server environment.
· Networking technologies.
· Knowledge of Active Directory.
· Familiarity of standard backup practices.
· Supporting Windows 7 and 10 PCs, laptops and tablets.

· You must have excellent troubleshooting skills, backed by a clear, analytical approach to problem solving.
· You must be self-motivated, have a can do attitude and a strong commitment to team-work.
· You will have a proven track record of balancing priorities and working to strict timescales to deliver results on time and to a high quality in a fast paced, constantly changing environment.
· You must be flexible and adaptive and be able to handle the various pressures and demands associated with working in a customer focussed IT support role.
· Your good verbal and written communication skills will enable you to confidently deal with all levels of stakeholders and internal colleagues including 3rd party suppliers.
· You must be willing to undertake such other duties and responsibilities of an equivalent nature, as defined by your line manager from time to time, subject to the proviso that normally any changes of a permanent nature shall be incorporated into the job profile in specific terms.
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The School is committed to safeguarding and promoting the welfare of children and young people and expects all staff and volunteers to share this commitment.  The recruitment process will include an enhanced CRB check, medical screening, confirmation of right to work in the UK and all other pre-employments checks in line with safer recruitment requirements.
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Person Specification
IT Support Analyst





	Criteria
	Essential
	Desirable

	Education & Qualifications:
	
	

	· Educated up to A Level 
	
	X

	· English, Maths GCSE (or equivalent) at Grade C or above
	X
	

	· Relevant IT qualification (MCSE / CNA etc)
	
	X

	· FITS / ITIL qualification
	
	X

	Skills , Knowledge & Experience
	
	

	· Good understanding of computer hardware and troubleshooting of software
	X
	

	· Good understanding of Windows operating systems
	X
	

	· Good understanding of network technologies including AD / IP / vLAN / Switch management / Routing
	X
	

	· Good understanding of WiFi and VoIP technologies
	X
	

	· Good understanding of BYOD
	
	X

	· Have experience of working in an Education environment
	
	X

	Personal Qualities
	
	

	· Willing to undertake and commitment to continuing professional development
	X
	

	· Show an understanding of safeguarding responsibilities and the need to work within the School’s Child Protection Policy
	X
	

	· Appreciation of the issues of confidentiality and adherence to data protection regulations
	X
	

	· Ability to form good working relationships with students and colleagues and work as part of a team
	X
	

	· Good communication skills
	X
	

	· Good organisational and time management skills and the ability to work under pressure and independently
	X
	


	· Adaptability and flexibility in working practices and the ability to use their initiative
	X
	

	· A high degree of professionalism in their approach to work and tasks set
	X
	

	· Ability to carry and move IT equipment (relevant training will be given)
	X
	

	· Ability to climb ladders to carry out IT maintenance tasks (relevant training will be given)
	X
	

	· Willingness to work outside of normal hours and across sites to complete tasks where necessary to avoid downtime
	X
	

	· Present a good role model for students
	X
	

	· A good sense of humour
	X
	



We expect that a process of continual professional development supports improvement in identified areas as part of the School’s appraisal system.
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