
 

 

Main Duties  

• To provide detailed troubleshooting of issues affecting IT devices using both existing 

knowledge articles, and specialist knowledge 

• To act as the trusted first-point of escalation for client device issues, analysing the 

information provided to resolve complex problems 

• To create helpdesk tasks received in person, containing all the required information to aid 

effective issue resolution 

• To triage, and progress helpdesk tasks for all customers based on defined priorities and 

provide comprehensive, detailed updates for actions taken to assist customers and 

colleagues 

• To take ownership of issues, including unexpected issues that may arise whilst onsite, 

recoding all requests and interactions to provide an accurate record to aid timely 

resolutions 

• 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 defined 

procedures 



 

• To assist technicians in the solution focused response and resolution of issues and 

requests in a timely manner 

• To create and update all IT asset information within the helpdesk ensuring records are 

accurate and correctly assigned 

• To assist with management of client devices throughout their lifecycle selecting the 

relevant assessment and configuration management process 

• To undertake repairs and maintenance of client devices with care and precision for 

devices beyond manufacturer support 

• To use existing, and contribute to the development of, workflows and knowledge articles 

for both simple and complex troubleshooting  

• To assist in the creation of user documentation and training guides, in line with Trust 

documentation standards  

• To help and train customers to understand the applications and solutions available, both 

in person and online, to enable their effective use 

• To install, relocate and remove IT equipment, including multiple large/bulky devices, and 

those of significant weight, to tight timescales 

• To use appropriate materials, safety equipment and clothing when undertaking tasks, 

such as working at height, or with basements (training provided) 

• To be approachable, engaging with customers, students, staff, directors, governors, 

guests, suppliers, and contractors, responding to a range of complex issues and requests 

• To be proactive in your professional growth and development, using available resources 

to improve skills and knowledge 

• To deal with customer comments and complaints, resolving them where possible, 

escalating as appropriate 

• To be calm under pressure, and adjusting to changes in work priorities based on 

conflicting operation need, maintaining a positive customer engagement  

• To work flexibly on a rota basis, and to be willing to support both pre-planned events and 

unforeseen ICT issues, or upgrades, which cannot be performed during normal working 

hours 

• To maintain strict confidentiality both inside and outside the workplace, ensuring that all 

communication is clear and professional and complies with Trust policies 

• To provide own vehicle for transportation within the service area 
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This job description forms part of the contract of employment of the person appointed to the 

post.  The duties, responsibilities and accountabilities highlighted in this job description are 

indicative and may vary over time at the discretion of the Trust.  This job description will be 

reviewed annually and is an integral part of the Appraisal and line management process.  

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.  

 

I understand and agree to the job description of IT Field Support Technician  
  
Name:                                                               Signed:                                                   Date:  



 



 


