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IT Support Technician
Main Purpose of the post:
To support the IT Services Team in providing a reliable, up to date and efficient information technology environment in the Academies in the Pinnacle Learning Trust.

Summary of Main Duties and Responsibilities
· Deliver a high quality first line response to staff and students, providing technical support to resolve queries in a timely manner.

· Investigate and isolate faults in IT equipment, systems and software and escalate jobs to senior technicians in a timely manner as required.

· Log calls and actions taken on the IT Services Helpdesk system.

· Promote proactive support and services to all customers in order to prevent errors reoccurring.

· Install and update software and patches across work stations.

· Ensure the security of systems and data in line with GDPR and IT Security policies.

· Maintain up to date and relevant documentation within the department including operating procedures, manuals and technical documentation.

· Perform network account administration such as changing of user passwords, or unlocking/locking accounts.

· Setup and support IT and AV equipment in response to bookings.

· Configure projectors, interactive whiteboards and other AV equipment.

· Support teaching and support staff in the use of AV/IT equipment as required

· Carry out routine preventative maintenance and repairs eg: cleaning printers, testing and replacing printer cartridges etc.

· Perform temporary deployment of resources as demanded by the college equipment booking system.

· Maintain stock levels of equipment and consumable goods.

· Keep up to date with new technologies and IT developments within Education.

· Be flexible in working outside normal hour as required.

Requirements of All Staff:

· To promote and uphold the PLT Mission Statement, values and strategic aims and objectives.

· To comply with the MAT level policies and procedures and those relevant to an individual PLT establishment, including those relating to health and safety, safeguarding, welfare and security.
· To work positively and inclusively with colleagues, students, parents and other partners showing awareness of and consideration for all protected characteristics. 
· To attend briefings and staff meetings as required.

· To participate in Performance Management Processes, undertaking professional development and training as required.

· To be a positive role model and take responsibility for promoting good standards of behaviour and conduct in students.
· To undertake other duties that are in accordance with the purpose and grade of the post as agreed with the Executive Principal, Principal of any PLT establishment or designated alternate.

Relationship to other posts within the College

Supervision given to:  N/A
Supervision received: IT Services Manager
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PERSON SPECIFICATION: IT Support Technician 

This person specification will be used in shortlisting and interview to select the best candidate.  Each applicant should therefore address the person specification in their written application and where appropriate should give examples of how you meet the criteria.

	
	Essential
	Desirable
	Method of Assessment

	Experience 
	
	
	

	Experience of working in Education
	
	(
	Application/Interview

	Experience of working in an IT Support environment
	(
	
	Application/Interview

	Experience of working with Windows 7 or above
	(
	
	Application/Interview

	Experience of working with AV equipment (Interactive Whiteboards, projectors, amplifiers)
	
	(
	Application/Interview

	Experience of troubleshooting problems with IT hardware and software
	(
	
	Application/Interview

	Experience of providing support with users in the use of common programmes and tasks
	(
	
	Application/Interview

	Skills and Knowledge
	
	
	

	Excellent customer service skills
	(
	
	Application/Interview

	Excellent organisation skills
	(
	
	Application/Interview

	Articulate and well-developed written and oral skills.
	(
	
	Application/Interview

	Knowledge of Active Directory
	(
	
	Application/Interview

	Excellent Computer skills, including knowledge of Microsoft Office 
	(
	
	Application/Interview

	Clean driving licence and use of own car
	
	(
	Application/Interview

	Education and Qualifications
	
	
	

	Good Standard of Education 
	(
	
	Application

	Minimum Level 2 qualification in numeracy and literacy (i.e. GCSE Maths and English at grade c or above) or able to demonstrate level of ability.
	(
	
	Application

	Successfully completed a relevant IT qualification 
	
	(
	Application

	Attitude and Personal Qualities
	
	
	

	Accuracy and attention to detail
	(
	
	Application/Interview/References

	Ability to work independently and as part of a team
	(
	
	Application/Interview/References

	Confidence in your abilities to deal with problems as they arise in a professional manner.
	(
	
	Application/Interview/References

	Ability to multi-task, work under pressure and meet deadlines
	(
	
	Application/Interview/References

	A proactive approach and willingness to contribute to departmental improvements
	(
	
	Application/Interview/References

	Good Interpersonal skills and ability to establish and maintain good working relationships with others.
	(
	
	Application/Interview/References

	Patience and ability to remain calm
	(
	
	Application/Interview/References

	An enthusiastic and flexible approach to working routines and practices
	(
	
	Application/Interview/References

	Suitability to work with children


	(
	
	Enhanced DBS clearance/References

	Commitment to equality of opportunity and anti-discriminatory practice. 
	(
	
	Application/Interview

	Sensitivity to community issues
	(
	
	Application/Interview

	Empathy with young people and the provision of a quality service.
	(
	
	Application/Interview


