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Role Profile


2nd Line Technical Support Specialist 




Role Purpose 
This role exists to provide proactive technical support to computer users within the charity by assisting with hardware, software and networking problems remotely or in person. Acting as an escalation route and point of reference to for the swift resolution of complex issues, ensuring an excellent customer experience and minimal disruption for end users. 

Key Accountabilities   
Business Development and External Relations
· To coordinate external IT support services, escalating complex or specialist issues which cannot be dealt with by our team, to ensure that issues are resolved quickly and effectively to minimise disruption to our IT services.

Transformation
· To lead in the collation, analysis, and reporting of IT operational data such as operational networking issues and service connectivity issues, highlighting trends and escalating compliance risks as needed to drive continuous improvement and enhance IT service provision. 

Systems
· To review and configure new equipment, including user profiles for Active Directory, Office 365, and line of business applications identifying any initial risks or issues with equipment and systems and troubleshooting before implementation to the user to ensure an excellent user experience. 
· To be the first point of contact for all complex queries and issues, providing high-quality advice and troubleshooting queries as they arise and to undertake an investigation into the root cause of the issues to ensure issues can be minimised and reduced in the future which will allow a better user experience.
· To diagnose and resolve complex hardware, software, and network issues escalated from first-line support and to understand the cause of issues so these can be avoided and escalate any critical issues to the IT Helpdesk Manager to ensure a timely resolution.
· To support 1st Line Technical Support colleagues with queries they are unable to resolve directly, through the provision of expert advice, mentoring, or further troubleshooting, to ensure that the end user’s query is resolved effectively and efficiently. 
· To manage and resolve high-priority incidents, by troubleshooting, analysing, resolving, or escalating issues, and keeping the end user updated to ensure effective and efficient resolution of concerns and an excellent customer experience.
· To perform complex system updates, upgrades, and configuration changes on servers and user workstations to ensure minimal disruption to users and they remain connected to the charity’s network.
Legal and Risk
· Manage, monitor, and maintain the administration of Microsoft packages including Outlook, accounting for any changes made by Microsoft, to ensure the data is secure in line with all organisational, legal and regulatory requirements.
· To lead the implementation and management of system and data security controls, ensuring appropriate solutions are applied which meet all legal, regulatory, and organisational requirements. 




Quality and Compliance
· To maintain a log of all assets including hardware items, software configuration and location so that an accurate log of all IT systems and equipment can be monitored efficiently such as, hard drive encryption allocation, in line with organisational requirements. 

Operational Excellence
· To interrogate and troubleshoot complex issues, seeking to fully understand interconnectivity issues, data storage and global updates providing proactive guidance and support to prevent future disruptions to the IT services across the charity. 


Scope and Geography	This is a national role but predominantly based at Old Market Court.
Travel Expectation 	There may be some requirement to travel infrequently across the regions.
Collaboration 	It is expected that the post holder will work proactively and collaboratively with the regional teams Operational Leaders, supporting Business Partners, Managers, and Specialists, and in addition will liaise with Support Services functions.
Budgets	This role will not have any direct budgetary accountability. 

	Best Life Possible Success Measures

	Service Quality and Innovation
	· Resolved cases targets achieved
· Reduced IT disruptions across the charity
· Improved experience for end user through IT Helpdesk

	Career Opportunity
	· Positive colleague experience with systems that support care delivery.
· Colleagues understand their roles and responsibilities within each system.

	Community Engagement
	· Positive relationships with operational and support services maintained through excellent customer service.
· Positive external stakeholder feedback.

	Sustainable Economics
	· Evidence of up to date and accurate tracking of assets across the charity.
· Systems are utilised and maintained in the correct manner.

	Structure








Qualifications, Experience, and Knowledge
· Degree in a relevant subject (Computing and IT or similar) or a comparable level of knowledge and skills acquired through practical work experience. 
· Microsoft 365 Fundamentals Certification
· ITIL qualification (Vocational 3 Foundation) 
· Relevant 1st Line IT experience in a multi-site environment
· Knowledge of Windows software
· Knowledge of Office 365
· Knowledge of computer networking
· Experience of using an IT Helpdesk system
· Experience using and troubleshooting Microsoft Office (MS Word, Excel and PowerPoint)
· Experience with using and troubleshooting Outlook/Teams within network environment
· Thorough understanding of PC hardware setup and configuration
· Thorough understanding of the principles of computer networking
· Knowledge of computing in a thin client environment using RDS technologies
· Understanding of various telephone systems and concepts
· Configuration and troubleshooting of networking printing
· Use of remote support software
· Strong knowledge of Microsoft based operating systems with emphasis on Windows desktop technologies

Competencies, Skills, and Abilities
· Excellent telephone manner and face to face communication skills
· Be an understanding listener to those who do not have technical knowledge
· Problem solving
· Ability to investigate technical issues
· Ability to analyse data
· To have technical proficiency in handling various networks, hardware and systems
· Ability to be organised with workload 
· Ability to be creative when dealing with technical issues
   Personal Attributes
· Be willing to learn new ideas, concepts and different ways of working
· Be honest and reliable
· Prepared to work flexibly to meet service needs
· Team player
· Able to work independently
· Able to develop immediate credibility with internal and external stakeholders and build sound working relationships
· Effective organisation and time management
· Keen eye for attention to detail

Tasks and Responsibilities (representative, not exhaustive)
· To provide comprehensive and proactive technical support; answering complex support queries either onsite or via phone or email
· To maintain a high degree of customer service for all complex support queries and adhere to all service management principles
· To take ownership of complex user problems and be proactive when dealing with user issues
· To log all complex calls on the IT Helpdesk system and maintain full documentation
· Respond to complex enquiries from users to help them resolve any hardware or software problems and understand the root cause of the problem
· To set up and configure all new equipment as required, including user profiles for Active Directory, Office 365, and line of business applications
· Provide proactive technical support for telephone lines, hardware systems and mobile phones
· Maintain an asset log of all hardware items, their software configuration and location
· Support users in the use of Computer equipment by providing necessary training and high-quality advice
· To escalate critical risks to the IT Helpdesk Manager if these cannot be resolved in house
· To arrange for external technical support where problems cannot be resolved in house
· To deputise in the absence of the IT Helpdesk Manager when dealing with external technical support issues
· To investigate connectivity issues across the Charity after they have been identified to establish the root cause of the issue
· To undertake an analysis of identified IT issues and providing solutions that would mitigate these from arising in the future 
· Undertake key learning and development in line with organisational needs
· Identifying opportunities for improvement and suggesting ways they can be improved


Behaviours and Values
At Community Integrated Care “how” you approach your work is just as important as “what” you do. With that in mind, we have outlined the key behaviours that we look for at each level in our charity. This role aligns with level 4 in our guide to behaviour. 

Job Evaluation

Internal Evaluation Level: 4



  




  							


Chief Information Officer


2nd Line Technical Specialist


IT Service Desk Manager


1st Line Technical Support 


Director of Information Technology
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