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Position:




Application Support Coordinator
Term:





Fixed term, 1 year
Location:




Edinburgh
Responsible to:



Application Manager
Line manager responsibility:

None
Budget responsibility:


No
Date:





7 November 2017
Main Purpose of Job:

To provide effective support to bureau using the case management system provided by CAS, and to provide input in the form of requirements gathering, testing and user liaison for any new system that is developed.

To work nationally with bureau and CAS staff to ensure bureau have the knowledge and support to effectively use CASTLE system, and to transition to any new system. 
Key Responsibilities:

· Plan and facilitate meetings and workshops with key bureau personnel when a bureau is planning to move to the CASTLE system

· Assist bureau on an ongoing basis to produce and review policies and procedures to support the use of the CASTLE system 

· Identify the relevant IT support or Training services from CAS to supplement local resources when required

· Maintain constructive working relationships with all Scottish bureau  
· Work with CAS Training team and bureau to respond to training needs on the CASTLE system on an ongoing basis, including the organising and delivery of specialist training when required

· Assist the CAS Training team in the design and production of training materials for the CASTLE system

· Work with the CAS Training, Development and Social Policy teams to support bureau on the facilities of the CASTLE system such as statistical recording and national reporting 

· Provide support to bureaux on understanding the functionality in the CASTLE system

· Engage with bureau to obtain feedback on requests for change

· Provide testing support for planned changes

· Work with bureau to understand and document requirements for additional reports

· Provide testing support for new reports
· Primary responsibility for account creation and amendment with relevant authorisation from bureau
· Primary responsibility to maintain and update system lookup tables
· Ensure all database environments are synchronised

· Ensure timely communications to bureau of planned and emergency systems outages

· Undertake any other duties as may reasonably be requested by the Application Manager
The above job description is not exhaustive and is clarified to include broad duties inherent in the post. Evaluation and development of this post may, in time, indicate a need to revise duties herein. 
	Authorities and Limitations 

	· Freedom to organise and timetable training in relation to the specialist functions of CASTLE for bureau

· Freedom to investigate, diagnose and resolve support issues on CASTLE functionality issues

· Refer complex support and enquiry issues to line manager

	Problem Solving

	· Working with bureau that have different priorities, staff levels, facilities and relationships with CAS, requires a bespoke approach for each one

· Resolution of support calls requires investigation and diagnosis to identify the actual issue, given users limited understanding of the case recording system technology

· Results apparent immediately for support calls; within weeks and months for other issues


Person Specification:
	Knowledge, Skills and Experience

	Essential:

· Demonstrable depth and breadth of proficiency in project implementation, training and support gained through work experience.

· Experience of training production and delivery, including IT training, to a varied participant group and with a positive outcome

· Experience of working on a change management project or an IT development 

· Experience of effectively organising a heavy workload, and planning and prioritising tasks to deliver agreed outcomes within timescales

· Experience of coordinating and monitoring the work of staff from other teams

· Excellent communication skills, both written and verbal, including reports and presentations

· Numerical skills including experience of explaining the outputs of statistical data 

· Competent in Microsoft Office (Word, Excel, Outlook, PowerPoint)

· Ability to work as part of a team and individually

Desirable:

· Experience with a case recording or customer relationship management program

· Experience of working within the voluntary sector

· Experience of work within an advice setting




	Additional Requirements

	· Full driving licence and willingness to travel extensively throughout Scotland, possibly involving work out with office hours and extended overnight stays 
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