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Job Title		ICT Helpdesk Technician
Level  		Grade 2 Level 7
Service  		Finance and ICT
Job Purpose  	The ICT Helpdesk Technician provides Level 1 (first-line) user support and services for the ICT helpdesk function. Provides excellent customer service for users requesting support or services through all available contact channels (face-to-face, telephone, email, online). Quickly analyse and either resolve or reallocate/escalate calls when they cannot be resolved at Level 1. Undertake ICT project tasks as assigned.







Date 		03/05/2018



Service Specific Responsibilities:

The ICT technical support and helpdesk function delivers a range of technology support, provisioning and issue resolution services to all corporate, education and service users of the council’s ICT environment. 

Although the catalogue of ICT services will change over time, the services provided include (but are not limited to) configure, install, deploy, upgrade, advise, assist, investigate, troubleshoot, and resolve activities; and covers end-user software and equipment including desktops, laptops, tablets, mobile phones, desktop phones, printers, PC accessories, smart-board displays, audio-visual equipment, etc. 

Teams are organised on geographic boundary responsibilities, although individuals will be expected to cross boundaries to cover unusual demand or absences when necessary.

“Level 1” support services are typically those documented standardised services and issues which form part of the ICT service catalogue or support knowledgebase. “Level 2” support services are more bespoke, undefined, or complex, requiring a higher level of technical skill, analysis and business understanding to deliver. Level 2 services often require travel to sites to resolve.

Specific responsibilities of the ICT Helpdesk Technician include:

· Answering and logging ICT helpdesk requests received from users via all available interaction channels (phone, email, online and face-to-face).
· Delivering high quality, responsive Level 1 ICT services and support to users via helpdesk requests.
· Actively participating and sharing tasks and responsibilities across the ICT service delivery team
· Deliver excellent customer service and personal achievement, modelling the values and behaviours in the "South Ayrshire Way"
· Building and maintaining own knowledge and skills to deliver Level 1 helpdesk services and support
· Seeking, learning and applying knowledge and skills to maintain, troubleshoot or repair end-user software and equipment
· Using ICT helpdesk tools to maintain accurate and quality records for ICT service management processes
· Work with suppliers to support service delivery


Possession of:

· HNC in ICT or related field, (or equivalent experience)
· Microsoft Certification MTA or equivalent 
· ITIL Awareness

Substantiated ability to:

· Deliver customer service excellence - Ensuring that the needs and priorities of our internal customers are the driving force behind our decisions, activities and service practices.
· Achieve Results - Committing to and driving high standards of performance, tenaciously working to meet or exceed goals, and deriving satisfaction from achievement and continuous improvement.
· Contribute to Team Success - Actively participating as a member of the ICT service towards achieving team and business goals by supporting & involving others, sharing information and demonstrating commitment.
· Facilitate Change - Encouraging others and facilitating the identification, implementation and acceptance of different and innovative approaches to address problems and opportunities within the workplace.
· Provide Technical Expertise - Maintaining technical and professional knowledge or skills, and keeping up with current developments and trends within areas of expertise.


Demonstrable experience of:

· Performing Incident management, Service request management and Problem Management activities as part of an ICT helpdesk function under good practice ITIL standards and across the range of applicable technologies
· Developing Training and Guidance material for other helpdesk technicians and end users
· Delivering assigned project tasks to meet overall project schedule and objectives
· Testing operational service delivery procedures and documentation as part of service transition activities
· Working under good practice ITIL standard processes for Operations Management (information & Access Security, Service Performance reporting, and Asset Management), Control processes (Configuration, Change, Release & Deployment management) and Relationship management (Business Relationship and Supplier management)


Proven technical understanding of:
· Delivering documented standard services and user fault analysis for End User Computing technologies including:
· User Software Applications (Standard desktop applications (SOE), Microsoft Office 2010/2013/2016/365)
· Personal Computing Devices (Laptop & desktop computing hardware, Microsoft Windows 7/8/10)
· Mobile Devices (Tablet and Smart Phone devices, iOS and Android operating systems)
· Display/Projector Devices (Smart Panels, Electronic white boards, AV Technologies)
· Telephony & video conferencing (Microsoft Lync/Skype for Business)
· Printing and Scanning (Konica multi-function printers and print servers)
· Authentication and Access (Microsoft Active Directory, Direct Access)
· Enterprise user and device Management Tools (Microsoft System centre (SCCM), Application Deployment (AppV, Citrix), AntiVirus/Security (Sophos), Mobile Device Management)
· Full use of HelpDesk/IT Service Management System
· Delivering documented standard services, user fault analysis and issue escalation for ICT Infrastructure technologies including Databases & Middleware, Servers & Virtualisation, Storage and Network & Data Comms
· Delivering documented standard services, user fault analysis and issue escalation for ICT Business Systems including Education, Corporate, Service and Web applications
· Delivering documented standard services, user fault analysis and issue escalation for ICT Information Management technologies, including Social Media, Web Content, Data Integration, Reporting & Analytics
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