THE THINKING SCHOOLS ACADEMY TRUST
Position: 	IT Customer Support Technician (1st Line)
Grade: 			D
Employed for: 	Full time — Rota based 37 hours per week (07:30 to 17:30 Term time)
Responsible to: 	TSAT IT Customer Support Engineer (2nd Line) 

1. Purpose
1.1. To provide customer focused support for Information Technology (IT), and related, equipment and services throughout The Thinking Schools Academy Trust and its academies and partners.
1.2. To work constructively and proactively with other members of the Trust IT staff and third-party suppliers to ensure that ICT services are supported effectively and to a high standard for the benefit of teaching, learning, administration and management.
1.3. To implement the principles of ICT best practice, including the use of the IT Infrastructure Library (ITIL) Service Delivery Management concepts.
1.4. To deliver ICT systems, services and support to agreed service levels within the Trust, it’s academies/partners and services. 
1.5. To ensure that malfunctions, requests, projects and other IT activities are documented and recorded within the appropriate systems, to the agreed service level at all times.
1.6. To provide onsite support and training to staff, students and guests across The Thinking Schools Academy Trust and its academies and partners.


2. Job Description
2.1. To perform software and hardware installations, configuration, and troubleshooting on ICT systems, using the agreed tools and processes, with a focus on end-user, audio/visual devices and applications.
2.2. To ensure all ICT systems and services and equipment are maintained to a high standard of reliability and operation and are continually maintained and updated following the recommendations of the Trust/supplier/vendor.
2.3. To monitor and maintain IT consumables, replenishing as required to ensure sufficient stock levels are available to satisfy user needs.
2.4. To ensure an asset register for both hardware and software is maintained and updated for all ICT assets, including the scope and distribution of software licenses.
2.5. To produce documentation, both user and technical, in line with Trust documentation standards for end user devices and services.
2.6. To ensure that accurate records of ICT maintenance and support requests, and the associated outcomes or resolutions, are created and maintained, and a knowledge base of frequent resolutions is developed.
2.7. To provide training and assistance to staff, students and guests for supported ICT systems and services.
2.8. To ensure that all ICT procurements are undertaken within Trust procurement policies and represent value for money.
2.9. To work flexibly, when necessary in order to support unforeseen ICT issues, or upgrades, which cannot be performed during normal working hours, including support for planned after-school events.
2.10. To provide the initial point of contact for all IT issues, resolving or escalating issues as appropriate.
2.11. To maintain confidentiality both inside and outside the workplace, ensuring that all communication is clear and professional and complies with Trust policies.
2.12. To maintain strict confidentiality both inside and outside the workplace, ensuring that all communication is clear and professional and complies with Trust policies.
Additional Responsibilities
2.13. To undertake the role in a Trusted, Solution Focused, Approachable, and Timely manner to meet the delivery objectives of the department and wider Academy Trust.
2.14. To actively promote the Trust’s Equal Opportunities Policy and observe the standard of conduct which prevents discrimination taking place.
2.15. Create, maintain and develop positive and effective working relationships both with and between students, colleagues, parents and carers, governors, Trust members and other stakeholders.
2.16. To fully comply with the Health and Safety at Work Act 1974, the Trust and School’s Health and Safety Policy and all locally agreed safe methods of work.
2.17. To fully comply with the General Data Protection Regulations 2018 and the Data Protection Act 2018.
The duties and responsibilities in this job description are not restrictive and the post-holder may be required to undertake any other duties that may be required from time to time.  Any such duties should not however substantially change the general character of the post.


3. Personal Specification 	
							E = Essential / D = Desirable 
3.1. Experience / Knowledge
	Experience of Microsoft Windows client operating systems (i.e. Windows 7/8/10).
	E

	Experience of Microsoft Office applications (i.e. MS Word, Excel, PowerPoint, Outlook 2010/2013/2016).
	E

	Experience of Apple operating systems (i.e. IOS 6+, MacOS 10.8+).
	E

	Experience of printer and other peripheral installation, maintenance and troubleshooting.
	E

	Experience of classroom A/V and recording equipment (i.e. interactive projection, classroom video recording).
	D

	Experience of Microsoft Windows server operating systems (i.e. Windows Server 2008/2012/2016).
	D

	Experience of RM Community Connect 4 (CC4).
	D

	Experience of Linux OS (i.e. Debian, Ubuntu, Mint).
	D

	Experience of Management Information Systems (i.e. SIMS).
	D

	Experience of web-based content creation/management on CMS/VLE platforms (i.e. WordPress, Moodle).
	D

	Experience of Integrated Identification Systems (i.e. biometric print management, cashless catering).
	D

	Experience of troubleshooting issues with fixed and wireless network.
	D

	Experience of troubleshooting issues with IP telephony solutions.
	D

	Experience of/familiarity with operating system scripting (i.e. PowerShell, VBS, BAT, BASH, Python).
	D

	Experience of maintaining a range of end user devices in a customer facing environment (1+ years).
	D

	Familiarity of working in an educational context.
	D


3.2. Skills / Abilities
	Ability to develop, maintain, and review ICT services and systems to ensure that they are secure, reliable, performant, and suitable for use within the Trust, including the maintenance and storage of asset and configuration data.
	E

	Ability to create and maintain records for maintenance and support requests, and the associated resolutions to identify common issues or trends within ICT to minimise the reoccurrence of issues, through training and/or preventative maintenance.
	E

	Ability to maintain relationships with existing suppliers, for the procurement of ICT consumables and services.
	E

	Ability to create both technical and non-technical documentation using a range of software and tools, including, word-processing, spreadsheets, and presentation applications.
	E

	Ability to communicate both planned and unplanned emergency ICT maintenance to staff whose work may be impacted as a result of any ICT service downtime. 
	E


3.3. Qualifications / Training
	5+ GCSEs at grade A*-C or equivalent, including English and Mathematics.
	D

	Microsoft Certification (MCSE, MCSA, or MCITP).
	D

	Cisco Certification (CCNA).
	D

	ITIL Service Delivery Certification.
	D


3.4. Additional Attributes
	Ability to work under pressure to meet deadlines.
	E

	Excellent organisational and time management skills with the ability to use initiative and prioritise a wide-ranging workload with competing demands.
	E

	Excellent interpersonal skills – establishing relationships and maintaining contacts with people from a variety of backgrounds.
	E

	Ability to communicate effectively with patience and politeness with all contacts, from students to senior management, whether verbally or in writing.
	E

	Ability to work with and assist, both remotely, and if required in person (through travelling), all academies and partners within The Thinking Schools Academy Trust.
	E

	Full UK Driving License (manual), with access to own transportation.
	E

	Self-motivated, proactive team player.
	E

	High level of accuracy and attention to detail.
	E

	A commitment to customer service.
	E

	A commitment to equality and diversity.
	E



The job description will be reviewed at the end of the academic year or earlier if necessary. In addition, it may be amended at any time after consultation with you.
Two copies of this job description should be signed, the post holder retaining one and the HR department the other.

Signed :	        Date:	


