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Job Description and Employee Specification [Programme Support Officer]
Enterprise & Communities – Active & Creative Communities


	Service: 

	Enterprise & Communities

	Division:
	Active & Creative Communities


	Job Title:
	Programme Support Officer


	Responsible to:
	Programme Manager


	Grade:
	NLC9


	Conditions of Service:
	SJC


	Date of last review:
	September 2026


	Job Outline

Although based at Broadwood Stadium, an aspect to the role will require the post holder to provide a peripatetic support service, exercising initiative and independence in dealing with a wide range of technical problems and issues across council sites. 

To deliver technical support and development services in line with the needs of the relevant service area, the role will assist in the development, implementation and maintenance of effective and secure ICT solutions supporting delivery of Council services and priorities.  
 
The role will work in collaboration with Active and Creative Communities as well as other council services and external suppliers to support and maintain essential line of business systems and processes including troubleshooting, implementation of new developments, training and ongoing support for key staff members across the service.

You will participate in delivery of projects, with expectation to organise your own and others workload to meet the objectives of the project and communicate progress and issues according to procedures.

You will have significant work experience in a relevant area and be able to demonstrate experience and capability of interpreting and defining customer requirements. You will have good knowledge and technical understanding of customer service software and hardware including large CRM systems, point of sale, booking and entry control solutions.



	Main Duties and Responsibilities

Generic Duties:

1. Demonstrate commitment to positive relationships with NLC services and external suppliers, and to delivering solutions which support the achievement of the council’s agreed priorities. 

2. Responsible for following personnel practices, and guidance regarding Council policies.  

3. Ensure efficient use of resources within agreed timescales.

4. Promote the integration of Services and of joint working/liaison with key partner organisations, particularly the key line of business system providers.  

5. Provide technical support and guidance to colleagues withing Active & Creative Communities and other council services ensuring that recognised policy and procedures are followed. 

6. Ensure compliance with Health and Safety at Work legislation and safe systems of work. 
7. Comply with the Employee Code of Conduct, demonstrating the ethical standards expected of officials in public service.


Specific Tasks:

8. Working independently to provide support and recommendations across Active & Creative communities and wider council areas in relation to the deployment and use of customer software and hardware solutions.

9. Troubleshooting and problem resolution of issues relating to service delivery technologies, including full documentation of issues and communication/liaison with suppliers and clients.

10. Update and maintain records in relation to ICT related software and hardware across the service including asset registers and user information.  Ensure compliance and security measures are in place and user access to essential systems is controlled in line with service and council policy.  

11. Take an active role in the implementation of technology projects to specified functional criteria, ensuring efficient use of resources to agreed quality standards within time constraints.   Liaise with other council services and external agencies on projects and developments, advising on the impact on existing schedules, procedures and controls, and any necessary technology equipment.

12. Assist in the development and implementation of standards, guidelines and working practices for appropriate technology solutions.

13. Provide support for the procurement of appropriate technology equipment required to implement projects and support systems and service, including raising purchase orders, validating delivery notes and invoices and maintenance of inventory and stock control systems.

14. Implement training and participate in working groups relating to technology solutions, including arranging meetings and updates and producing operational guides and systems manuals.

15. Maintain a strong awareness of current trends within the health and fitness market as well as normal operating procedures for leisure services using this information to inform the best practice use of ICT solutions to support service objectives.

16. Keep up to date with new technological developments relevant to the service and provide recommendations on changing technology and potential service improvements.

17. Ensure compliance of all technical systems and support in line with council policy and any relevant legislation including GDPR and PCI compliance.

18. To carry out such other duties and responsibilities as required by the Programme Manager on behalf of the Chief Officer (Enterprise & Communities).

19. The post holder will be expected to travel throughout the authority to provide support within council establishments and to maintain business continuity.

This job outline is intended to indicate the broad range of responsibilities and requirements of the post. It is neither exhaustive nor exclusive but, while some variation can be expected in particular duties, the outline is considered to provide a reasonable general description of the post.




	SPECIFICATION
	ESSENTIAL
	DESIRABLE
	METHOD OF ASSESSMENT

	QUALIFICATIONS/TRAINING
	
	
	

	SVQ3, HNC or equivalent in a related subject

	X
	


	Verification/Application Form/Interview

	
Qualification or training in relevant ICT related discipline
	
	
X
	

	
	
	
	

	WORK EXPERIENCE
	
	
	

	Excellent IT skills and experience working with a variety of both Microsoft packages and bespoke software’s
Experience with technology equipment including large CRM systems, point of sale, booking and entry control software and hardware.

	X



X
	
	Application Form/Interview

	Hardware/software fault diagnosis and resolution
	X
	
	

	
Experience in staff training and change management
Experience or involvement of delivering project work and meeting project guidelines.  
Experience of managing and prioritising a varied workload 
Work experience within the leisure industry or a similar customer service oriented sector.
Knowledge and technical understanding of ICT Infrastructure technologies and integration.
	

X

X


X
	









X


X

	

	
	
	
	

	KNOWLEDGE/SKILL/ABILITY
	
	
	

	Mechanical/Technological aptitudes with an advanced problem solving and analytical skill set.

Ability to adapt quickly and manage deadlines efficiently to maintain service continuity

Can provide detailed technological information, instruction, advice and training

Good working knowledge GDPR and PCI Regulations
Knowledge of the councils Digital Plan
	X


X


X
	








X

X
	Application Form/Interview

	
	
	
	

	PERSONAL QUALITIES/ATTRIBUTES
	
	
	

	
Capacity to meet targets and react appropriately and quickly to challenges. 
Ability to work independently, using own initiative.

Ability to work as part of a team.

Good verbal and written communications skills, particularly in technical documentation writing. 
Customer Focused
	
X


X


X


X


X
	













	Application Form/Interview

	
	
	
	

	OTHER
	
	
	

	
Ability to travel throughout North Lanarkshire.

An interest in new technology development
	
X


	


X

	Application Form/Interview
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