JOB DESCRIPTION

Job Title: 
Senior ICT Officer


Responsible to: 
Work Group Manager

Key responsibilities

1. Specific technical responsibilities as outlined on the following page.

2. Act as point of escalation for service requests/incidents/complaints notifying ICT Management where necessary in line with the agreed escalation processes.
3. Be actively involved in the problem management processes.
4. Support the drive towards self-service across the organisation with the aim of improving the quality of service through the identification and implementation of automated support options.

5. Contribute to, champion and adhere to the standards and procedures which underpin the services provided by ICT Services.  
6. Actively involved in service improvement across the ICT Service.

7. Support the Work Group Manager in the analysis of performance data.
8. Maintain close working links with customers, colleagues across ICT and third party suppliers to aid with speedy fault resolution, installations and other related services ensuring that the customer is continually aware of the status.
9. Support collaboration work between Tameside and other organisations. Contribute to the development of effective networks both internal and external.
10. Work closely with customers to understand their business needs, assisting them to develop, review and enhance their use of ICT, includes researching supported systems/hardware and their functionality and recommending potential areas for implementation/development to the Work Group Manager.

11. Maintain an overview of relevant business related legislation.
12. Manage projects and work with various project groups to advise on and facilitate IT implementation issues in order to achieve goals and objectives of agreed projects.

13. Evaluate and test new systems/technologies documenting findings as appropriate.

14. Ensure knowledge is captured appropriately by actively contributing to ‘knowledge base’ articles for the relevant area of expertise. 

15. Assist the WGM in setting and managing priorities, scheduling work programmes, and managing workloads with respect to the relevant area of expertise.

16. Ensure activity is accurately reflected on Servicedesk. 

17. Mentor staff in their own roles including technical skill development and support of new team members.
18. Ensure appropriate communication takes place with customers and colleagues in relation to relevant area of expertise.

19. Support research into the latest technologies and their potential for introduction to the operational environment.
20. Contribution to the development of the ICT Strategies/Policies and provide relevant ICT advice to customers and colleagues.

21. To assist the WGM in ensuring that legislative requirements and corporate standards relating to ICT are adhered to e.g. Data Protection, system security, software/hardware standards, Health and Safety.

22. Such other duties as reasonably correspond to the general character of the post and are commensurate with the level of responsibility.

23. Your normal hours of work will be 36 hours per week. You will be required to work the hours flexibly over the week including evenings and weekends where out of hours work is deemed necessary. Whilst you may not be required to do this on a regular basis it is a condition of employment that you are prepared to work flexibly as the needs of the service change to meet new challenges such as support beyond traditional office hours.  This flexible working arrangement will form part of your working week and will be arranged by your manager. i.e if you are required to work a Saturday or a Sunday you will normally take another day off in the week.  The terms of payment for this type of working are outlined in your appointment letter and contract of employment.

Service Area specific tasks are also applicable to this role for the following areas:

System Management - Application Support 
1. To assist customers with complex data issues and production of statutory information from management information systems including supporting the extraction of information from systems using relevant query tools.

2. To contribute to the data transfer process including establishing protocols, standards and validation procedures.  

System Management - Development

1. Investigation, design, specification, writing, testing, implementation, documenting, review and maintenance of systems/software, to meet user requirements on time and within budget.

2. Production of standard documentation for systems/software, feasibility reports, system specification, program specification and operations manuals 

3. Undertake testing of developed software and liase with customers to arrange user testing.

4. Continually monitor the progress and quality of programming work and ensure that programs are well written, fully tested and released in line with Development Standards.

Frontline Services Support

1. Lead on problem management in relation to desktop support issues.

2. Act as point of escalation for complex Desktop Support incidents.

3. Delivery of Webinars for users in relation to Desktop issues.
PERSON SPECIFICATION

SERVICE UNIT:
ICT Services


DIVISION:
ICT Services

	Competency/Skills/Knowledge/Education
	Personal Qualities
	Category
	Method of Assessment

	Educational Standard/Qualification


	· Ordinary level GCSE in Maths and English or equivalent

· Programme/project management – Prince2 or other recognised qualification at Foundation or Practitioner level

· ITIL V3 Foundation Level

· ITIL V3 Intermediate Level in relevant area
	E

D


D
D
	Application



	Specialist skills, knowledge and experience


	· Successful experience in project management

· Ability to support ICT Services in responding positively to internal initiatives as well as national processes and inspections

· Significant relevant hands on experience in an ICT environment

· Committed to local democracy, understands the role of Elected Members and is politically sensitive

· Aware of issues facing local authorities

· Receptive to new ideas, willing to change and encourages flexibility of approach and problem solving in others

· An understanding of the ITIL processes relevant to the role 

· Significant experience in a customer orientated environment
	D
E

E
E

D

E

E

E
	Interview/Application



	Using initiative and decision making


	· Proactively takes responsibility for own actions by making timely decisions based on factual data.  Evaluates a variety of solutions before making recommendations.
	E
	Interview/application

	Customer Focus
	· Quickly builds rapport, easily establishes relationships and relates well to different types of customer and members

· Encourages customer participation in service delivery and seeks feedback

· Ability to establish customer’s business needs and interpret into appropriate solutions.
	E

E

D
	Interview/application

	Communications
Communicating Orally
	· Is able to communicate complex technical issues in plain language for a non-technical audience
	E


	Interview



	Written communication
	· Writes fluently, clearly and concisely. Adapts own written communication style to suit the needs of the recipient.

· Presents clear, concise reports and formulates achievable recommendations.
	E
D
	Interview/application



	Negotiating
	· Ability to undertake effective negotiations with a range of people and organisations


	D

	Interview/Application

	Team working


	· Works co-operatively, sensitively and effectively as part of a team or independently. 
· Fits in with the team. Develops effective and supportive relationships with colleagues, is considerate towards them and creates a sense of team spirit.

· Is able to work beyond service boundaries, building effective virtual teams
	E

E

D
	Interview

	Leadership and management
	· Be able to direct and motivate virtual teams and individuals and where appropriate provide feedback on performance.

· Takes charge of situations and provide others with a clear sense of direction.
	D

	Interview/application

	Respecting and developing others


	· Listens and pays attention to individual’s views and encourages participation

· Ability to coach/mentor staff showing tolerance of mistakes and supporting individual’s learning and self-development.
	E


	Interview/application



	Planning and organisation


	· Excellent project management skills.
· Excellent organisational skills, with the ability to deliver agreed objectives within agreed timescales.

· Establish and consistently demonstrate high levels of productivity demonstrating high levels of personal motivation

	D

E
E

	Interview/application

	Analytical


	· Ability to understand the complexity and input of strategic organisational issues.
· Ability to analyse complex problems and propose solutions. 
	D
E
	Interview/application

	Quality


	· Maintains high professional standards and drives service improvement.

· Concern for quality and excellence and a desire to improve processes and systems
	E
	Interview/application

	Resilience


	· Remains calm and self-controlled under pressure.  Reacts well to change and stays positive despite setbacks.
	E
	Interview

	Aptitudes
	· Believes in and actively champions the values of the service

· Innovative, enthusiastic and creative approach.  




E
E

· Flexible and adaptable. 
	E
	Interview


Service Area specific competencies/skills which are also applicable to this role for the following areas:

System Management - Application Support

	Specialist skills, knowledge and experience


	· Good knowledge of Tameside MBC IT/MIS systems, E.g. Trent, SWIFT, SIMS, ONE, Vubis, Agresso, Pericles, members & staff portal

· Good knowledge of MS Windows, Word, Excel, Powerpoint Knowledge of database and diagnostic query tools e.g. SQL, Business Objects

· An understanding of how MIS can assist business processes.

· An understanding of the processes involved in system implementation with special reference to end user involvement and training.

· Significant recent experience of providing IT support and maintenance      

· Experience of working in an environment directly associated with IT development, implementation and training.
	E
D

E
D

E

E


	Interview/application 




System Management - Development
	Specialist skills, knowledge and experience


	VB Script

MSSQL 2005/2008

HTML

XHTML

ASP

XML

.Net

C#

Visual Studio 2005/2008

MYSQL

Microsoft Project

UML
	D

E

E

E

D

E

E

E

E

D

E

E
	Interview/application 



	Aptitude & Personal Qualities
	· Relevant IT experience in a commercial environment

· Proven track record within an IT environment
	E

E
	Application form / interview




Frontline Services Support

	Specialist skills, knowledge and experience


	· Experience of working within a Desktop support environment supporting users running XP and Windows 7.

· Experience of using remote access and deployment tools

· Experience of PC hardware set-up and configuration.

· Experience in a customer orientated environment.

	E


	Interview/application 




