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job description
ref: 1506

The following information is furnished to assist staff joining Incommunities to understand and appreciate the work content of their post and the role they are to play in the organisation.  However, the following points should be noted:

1
Whilst every endeavour has been made to outline all the duties and responsibilities of the post, a document such as this does not permit every item to be specified in detail.  Broad headings, therefore, may have been used below, in which case all the usual associated routines are naturally included in the job description.

2
Staff should not refuse to undertake work which is not specified on this form but they should record any additional duties they are required to perform and these will be taken into account when salaries are reviewed.

3
As an Equal Rights employer we are committed to making any necessary reasonable adjustments to the job role and working environment so that disabled people have access to job opportunities or current employees can continue to work should they develop a disabling condition. 

prime objectives of the post

· to provide a comprehensive and efficient ICT service desk function, providing 1st/ 2nd  line support for all computer software applications and hardware
· to assist the ICT Manager (Development & Support) in the development, processing and support of customer ICT support services and service desk issues
· to maintain an up to date technical knowledge ensuring a broad understanding of the latest technologies
· provide administration support services as required
· to work in an efficient, high pressure section managing tight timescales and deadlines
· to promote and enhance a positive image for Incommunities
supervisory/managerial responsibilities

Give advice and guidance to staff on ICT service desk admin, procedures and policies.

Supervision and training of less experienced staff and trainees.

supervision and guidance
Responsible to the Senior Application Support Analyst  

Post holder will be expected to manage their own workload and timescales dealing efficiently with any conflict that may arise in the scheduling of their work. 

Will be self motivated and use initiative and judgement in organising own workload.
range of decision making
Provide 1st/2nd line ICT support services to all Incommunities customers.

Exercise considerable judgement and feedback on ICT service desk issues to customers and senior staff.

Liaise with and support ICT Management, Seniors and ICT 2nd/3rd line staff.  Responsible for highlighting persistent service desk issues including advising on training and other possible remedies to persistent problems.

responsibility for assets, materials etc
Responsible for security of systems and protection of equipment and data.

Access to confidential, personal data, budgetary information disclosure of which could seriously embarrass Incommunities.

contacts
· will have extensive contact with officers at all levels across the organisation
· will work closely with external organisations in processing support issues
· will attend and on occasion lead internal working groups
range of duties
1.
Provide 1st/2nd  line ICT support services.  Log, deal and resolve daily customer enquires and problems relating to Incommunities ICT systems and hardware.

2. Assist ICT staff with support enquires and general admin functions when the need arises.

3. To support, maintain and improve existing ICT service desk and related admin processes.

4. Occasional supervision and training of less experienced staff and customers.

5. Provide management with regular ICT service desk performance and other statistics.

6. Provide administration support services as required.

7. Work to prescribed standards where applicable.

range of duties – cont/d
8. To promote and implement Incommunities’ Equal Rights Policy, and Divisional Equal Rights Action Plan in relation to Employment and Service Delivery.

9. To comply with Incommunities’ policy on Health and Safety and current Health and Safety Legislation.

10. To undertake any other duties as required which are appropriate to the work of the Department of ICT and are commensurate with the responsibility and level of the post.

	special conditions of service:

Incommunities is an equal opportunity employer and as such employees are required to comply with good practice in every aspect of their work.

Incommunities is committed to making any necessary reasonable adjustments to the job role and the working environment that would enable access to employment opportunities for disabled job applicants or continued employment for any employee who develops a disabling condition.
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personnel specification
ref:
	summary of job:  
	To provide first line ICT service desk support services.

	Incommunities is an Equal Opportunities Employer and requires employees to carry out its policies concerning age, racial and sex equality and the rights of people with disabilities both in terms of equal opportunity for employment and access to Incommunities’ services.  Job Share applicants welcome for all full-time posts unless otherwise stated in the advertisement

We are committed to making reasonable adjustments to the job role and working environment so that disabled people have access to job opportunities or current employees can continue at work should they develop a disabling condition.


	attributes
	essential
	desirable
	how identified

	experience/ qualifications
	At least 2 years experience providing first line ICT service desk support.

and

2 years experience of using Microsoft Windows and desktop products to advanced level.  Must be able to demonstrate detailed knowledge or MS Windows, Word and Excel.

and

ICT qualifications to HNC or equivalent level.

or

At least 3 years experience providing first line ICT service desk support.
	Service desk support experience.

Experience of housing systems and procedures

Good word-processing skills
	Application Form.

Interview.

Test 



	training
	Must be willing to undertake job related and self-development training.
	Microsoft Operating systems and desktop products. SQL, Networking and working knowledge of Hardware.
	Application Form.

Interview.

	special knowledge
	Must have good working knowledge of desktop PC operating systems and applications.
	MS Windows, MS Excel, MS Word
	Interview.

References.

Test

	circumstances – personal
	Must be legally entitled to work in the UK.

Able to work on occasions, outside normal office hours.

Must be prepared to work anywhere within the Bradford Metropolitan area depending on service requirements.
	Hold a full driving licence and be willing to provide a vehicle for use at work.
	Sight of appropriate documentation as specified in interview letter

application form interview

	disposition –adjustment/ attitude


	Ability to work on own initiative and as part of a team and maintain confidentiality.  Flexible, pleasant disposition, approachable to all types of people and able to effectively communicate at all levels.  Must be able to work under pressure and meet strict deadlines.
	
	Interview.

References.

	practical & intellectual skills
	Be able to demonstrate logical and lateral thought.  Ability to be accurate and pay attention to details.  Ability to set own work priorities.

Presentation skills both written and oral.

Organisational ability.
	
	Interview.

References.



	physical/sensory
	Must be able to perform all duties and tasks with reasonable adjustment, where appropriate, in accordance with the Disability Discrimination Act 1995.
	
	

	equality
	Candidates should indicate an acceptance of and commitment to the principles underlying Incommunities’ Equal Rights policies and practices.
	
	














































































































































































Incommunities Group Limited is registered in England with Companies House No. 04221767.

Registered address: Trust House,  5 New Augustus Street,  Bradford, West Yorkshire, BD1 5LL


