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Post: IT Support Technician

Responsible To: IT Service Desk Manager

Summary of Post: Multi site IT engineer responsible for the support of all

college IT. A front-line role working with staff and
students face to face, over the phone and remotely to
solve issues, implement change and advising on
Technology best practice.

Specific Duties:

. To provide support of IT system users across the college including advice
and support for individual staff or students using the systems.

2. Tobe abletocommunicate clearly with all staff members via phone,email,
online messaging, ensuring they are kept up to date and understand anything
that may impact their ability to perform their role.

3. To carry out routine inspection and maintenance of IT workstations, screens,
Interactive Whiteboards and peripherals to ensure they remain in full working
condition including fault diagnosis, and repair or notification for repair
as appropriate.

4, To build, upgrade, or repair workstation systems and keeping the
appropriate records of the components added/removed from those
systems.

5 Toinstall in-house standard software ‘images’ on workstations and/or upgrade
the workstation software with additional/specialist packages in accordance
with IT Service standards. Ensuring that the installed systems interact
appropriately with network-based resources/files/etc.

6. To install new systems as and where required, including any minor
works involving the alteration to room layouts and the installation of
appropriate furniture, trunking/ cabling/etc. as necessary.

7. To support and train staff with equipment set up when required.

8. To liaise with manufacturers/suppliers as required to obtain the support
information, software upgrades, or on-site service needed to keep the systems
operational.
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To carry out any necessary ad-hoc repairs/re-configuration required as a
result of hardware/software failures, or other modifications made to the
network system.

To assist in the establishment, organisation and management of IT
system related documentation including system guides, user guides, self-
tuition and curriculum delivery materials.

. To prioritise calls from the IT helpdesk system, ensuring that calls are

attended to in accordance with agreed service levels and quality. Internal
notes and documentation kept up to date, clear and representative of any
work completed.

To assist with the provision of loaned equipment to college users
(Cameras, Laptops, Projectors etc.)

To show ability and willingness to carry out works out of normal
hours if required.

To travel to and support any EKC group sites, sometimes at short notice.

General Duties and Responsibilities:

To participate in the staff support & development scheme and to
undertake training based on individual and service needs.

To take a lead in creating or to promote a positive, inclusive ethos that
challenges discrimination and promotes equality and diversity.

To comply with legislative requirements and College policies and
guidelines in respect to health & safety and data protection.

To demonstrate positive personal and professional behaviour as specified
in the Staff Code of Conduct.

To undertake continuing professional development to support our culture
of continuous improvement.

To partake in quality assurance systemes.
To meet minimum relevant occupational standards.
To keep up to date with the skills required to fulfil the role.

To undertake any other duties commensurate with grade as may be
reasonably requested.

You will be responsible for protecting staff and learners from all
preventable harm as per Safeguarding procedures.
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Please note:

This job description is a guide to the work you will initially be required to
undertake. It summarises the main aspects of the job but does not cover all the
duties that the job holder may have to perform. It may be changed from time to
time to meet changing circumstances.

It does not form part of your contract of employment and as your experience
grows, you will be expected to broaden your tasks, suggest improvements, solve
problems and enhance the effectiveness of the role.
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To be able to carry out the duties of the post with the
Mminimum direct personal supervision.

Good verbal and written communication skills and the ability to
2. communicate in non-technical terms with staff v v 4
/students experiencing difficulties operating the systems

Exemplary customer service skills and the ability to

3. . . . . . . v v 4
develop effective working relationships with staff using IT
services

4 Good understanding and practical working knowledge of data v 5

protection and data security.

Knowledge of and practical experience in the latest versions of
5. Microsoft operating systems, in addition to Android and v v 4
Apple devices. Ideally experience to include configuration
settings on both server and end user.

First class organisational skills and the ability to juggle
priorities effectively

Ability to travel across all EKC sites, sometimes at short
7. notice, ensuring any expense claims are submitted v 4
correctly and on time.

Actively contribute to the College's Safeguarding and

8. 6
PREVENT practice, procedures, culture and ethos v v
: Previous experience of IT Support including technical v v 4
' terminology
Working knowledge of software and operating systems for all
5 EKC deployed software or the ability and willingness to v v 4

undertake further training and development in order to fulfil
the changing needs of IT support

v 4

1. Maths Level 2 (e.g. equivalent to GCSE grade C/ 4 or above)

2. English Level 2 (e.g. equivalent to GCSE grade C/ 4 or above)

NVQ Level 3 (or equivalent) inan IT related field, or
substantial practical experiences of working in this area




EKC”

East Kent
Colleges
Group

Advice to candidates

This post is subject to an enhanced disclosure from the Disclosure and
Barring Service.

In completing your application please draw attention to the extent to which you meet
each of the criteria in the person specification marked as being assessed at
application stage. Please use examples of where you have demonstrated the
criteria with as much detail as possible to assist in the shortlisting process.

The shortlisting weighting indicates which criteria are the most important to
the recruiting manager:

6 Minimum/critical - criteria which is essential for the role i.e. it would be
extremely difficult for the person to carry out the role without already having
these essential skills, experiences or qualifications.

4 |Important-criteriathat would be significanttothe candidate being successful
in the role. These may be skills, experiences or qualifications that have
substantial meaning for the role but could be supported or taught on the
job.

2 Otherrelevant -. It would be great if the candidate had, but is not expected to
be shortlisted.

Failure to meet all of the minimum/critical criteria would not necessarily
preclude your application. Consideration will be given to experience and life skKills.
Continual Professional Development will be supported and encouraged.
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