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Position:




IT Support Assistant – 1st Level
Term:





Permanent 
Location:




Edinburgh
Responsible to:



IT Operations Manager
Line manager responsibility:

No
Budget responsibility:


No
Date:





June 2017
Background:

The IT team provide support to approximately 120 Citizen Advise Scotland (CAS) staff, and 2,500 staff and volunteers within the Bureaux network supporting over 160 physical locations.  This comprises operational support and maintenance of the corporate network and data processing infrastructure for CAS and Bureaux, comprising hardware, software, network infrastructure and a variety of databases, most notably the case recording system databases (CASTLE and Servicemail).
Main Purpose of Job:

Provide general 1st level support and maintenance of the corporate network and data processing infrastructure delivering effective operational efficiency to the business as detailed:

· Logging, triage and resolution of Service Desk support tickets.
· Support and maintain corporate infrastructure.
· Deliver in line with the IT Service expectations.
· Consistently comply with CAS standards and procedures.
· Demonstrate excellent team work and customer service behaviours.
To carry out any other such duties as may reasonably be requested by the IT Operations Manager, ECR Manager, Head of IT or 2nd/3rd level IT support staff.
Key Responsibilities:

1. Logging, triage and resolution of IT Service Desk support tickets. 

· To respond to telephone and email requests from CAS and Bureaux users 

           for IT support.

· To log such requests and provide initial triage and allocation to IT engineers

           where appropriate. 

· To carry out first-contact resolution of requests where appropriate.

· To ensure any issues arising are escalated to 2nd / 3rd level support as 

           required. 

· To deal with routine enquiries on IT services by phone or e-mail, and refer 

           non-routine enquiries to appropriate staff.

2. Support and maintain corporate infrastructure.
· Desktop estate administration, comprising of Dell Desktops/Laptops 
           (Windows 7). 

· Server and desktop applications including MS Office (2003, 2007, 2010, 2013).
· Telephony system support comprising Avaya IP Office, Microsoft Lync 2010 
           and IP desk phones. 

· Mobile phone support comprising Apple devices.
· AudioVisual / video conferencing support comprising Polycom devices

· Printer support. 

· Equipment setup and standby IT support for meetings at Citizens Advice 
           Scotland.
3. Deliver in line with the IT Service Expectations.
· Ensure full compliance with CAS response times and resolution times for 
           support tickets.
· Respond to service desk requests at all times within hours of operation.  

· Provide cover for periods of absence of the other 1st level support team 
           members.
4. Consistently comply with Citizens Advice Scotland standards and procedures.
· Ensure full compliance with CAS naming conventions and standards.
5. Demonstrate excellent team work and customer service behaviours.
· Take personal responsibility for using feedback and coaching from your line 
          manager to demonstrate excellent team work and customer service behaviours.
· To contribute to the production of documents as requested.
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: 
1. Any work that involves security (e.g. setting up user accounts or changing permissions of users) or may impact the running of the Bureau (e.g. restarting the internet connection or server) or may incur a cost to a Bureau (e.g. if BT called out to a fault which is not their responsibility) must be authorised by the Bureau manager or duly authorised member of the administrative staff. Authority should be supplied in email form where possible.


2. Any purchases on behalf of a Bureau or CAS must be authorised by a manager or duly authorised member of the administrative staff.  Authority should be supplied in email form where possible.


3. Any work that may affect the running of CAS offices should be reported to the Service Desk Lead or IT Operations Manager immediately. 


4. Permission to work offsite (Bureau visit) must be authorised by the IT Operations Manager.
Problem Solving:

1. Support all Bureaux and CAS staff and volunteers with reported issues, log all calls on service desk software, monitor and report on issues. 

2. Deducing from user descriptions and evidence derived from investigation the causes of IT support tickets logged, and the means required for their resolution.

3. Outcomes of actions normally apparent immediately or within hours.

4. Work logically and methodically, planning workload and responding accordingly.

Person Specification:
	Qualifications and Attainments

	Essential:

· HND or equivalent qualification in Computing or Information Technology.

· Microsoft Technical Associate IT Infrastructure (MTA) or alternative/ equivalent industry standard.

Desirable:

· Working towards Microsoft Solutions Associate (MCSA).

	Knowledge, Skills and Experience

	Essential:

· Experience working to targets in an IT Service Desk environment.
· Experience in 1st Line telephone support to a diverse customer base.
· Ability to follow processes and trouble shoot to resolve issues.
· Demonstrable experience working with Windows 7 and Microsoft Office 2010.
· Experience in a dynamic IT department.
· Excellent verbal and written communication skills, including excellent telephone manner.
· Good self-organisational skills.
· Accuracy and attention to detail.
· Ability to work as part of a team or individually.
· Willingness to be trained in new technologies, methods and techniques (e.g. IT support principles, technicalities and methods).
· Full, clean driving license.
Desirable:

· Experience working within an ITIL environment.
· Some experience of working in the voluntary sector or for a charitable organisation.
· Requirement to travel within Scotland (and possibly the rest of the UK) involving work out with normal office hours (and overnight stay).
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