EAST SUSSEX COUNTY COUNCI[image: ]L JOB DESCRIPTION
Job Title: Senior ICT Technician
Department: Business Services
Grade: Single Status 10
Responsible to: Service Hub Manager
Responsible for: ICT Technicians
Purpose of the Role:
The Service Hub is a critical front line service which sits within IT&D Digital supporting over 5000 users from across the county. We provide technical support to all of our users via Telephone, Customer Portal and In-Person. We aim to resolve all technical issues at the first point of call, enabling our users to work effectively and helping users making the best use of our equipment and services. 
A user intereacting with the Service Hub maybe their first interaction with IT & Digital, so first impressions count!
As a Senior Techinician, one day you maybe helping support our 1st Line Techincians through Line Management and training, the next you maybe supporting the Service Hub Manager in a Major Incident. This role can be fast paced and dynamic, so the successful candidate will need to be able to prioritise their work effectively, whilst also being mindful of the wider service and other competing demands. 
The role will frequently pick up and progress 1st Line ticket escalations and collaborate with multiple IT & Digital teams remotely and in person. 
This is a very rewarding role where a vast amount of skills are learnt on the job with full support from the Service Hub Manager, the Service Hub Team and the wider IT & Digital support teams. On occasions there will be a dependency on the Senior Technician to triage, diagnose, progress and escalate priority issues and IT outages.
Key tasks:
1. Provide support to the Service Hub Manager in Priority One and Major Incidents, often updating customers via email communication and via our ticket management system. 
2. Provide a support and escalation process from our 1st Line Technicians through to other IT & Digital teams, ensuring the appropriate data has been collected and is suffient for escalation. 
3. Providing Line Management to our 1st Line Technicians including 1:1s, Appraisals and day-to-day support. 
4. Effective use of the councils ITSM system to log, escalate and resolve incidents and requests in line with ITIL best practice.
5. Deputising for the Service Hub Manager, with activities including project transition, meeting attendance, and Business As Usual escalations. 
6. Provide support to IT customers in order to ensure the timely and effective resolution of incidents and tasks concerning IT equipment, software and services thereby maintaining productivity within the organisation.
7. Diagnose and resolve problems, ensuring that agreed levels of service and the needs for quality, security and availability, utilising appropriate specialised techniques, tools, methods or standards are met.
8. Achieve permanent resolutions to Problems identified in the IT software, services, infrastructure and equipment and to work proactively to ensure that Incidents are prevented where possible and future Problems are identified as quickly as possible.
9. Provide a high level of customer service to internal and/or external customers and stakeholders, within agreed departmental and corporate practices, procedures, and agreed timescales. Take responsibility for referring customer enquiries to other internal and external departments or services as necessary. 
10. Validate data to ensure it is accurate, meaningful, timely and fit for purpose.
11. Respond appropriately on behalf of the team in day-to-day contact with system users and staff of all levels throughout the County Council and external suppliers or agencies.
12. Be sufficiently conversant with the work of the team, to be able to assess relative work priorities, including triage, reassignment, modification and resolution.
13. Engagement in Continual Service Improvement for both the team and customer.
14. Utilise analytical tools and methodologies to assess problems, interpret data, and recommend solutions, ensuring risks are mitigated and continuous improvement is achieved.
15. Produce clear technical documentation, reports and training materials.
16. Work collaboratively with other IT&D support teams and related departments, to deliver a consistent, professional and joined up service to customers.
17. Cascade knowledge throughout the team to enhance service resilience.
Recognising that ESCC is a large organisation with a number of over-arching priorities extending to all areas of our work, you should be aware of these Council priorities and proactively seek appropriate opportunities in your work/service area to contribute, in consultation with your line manager; in particular, but not limited to:
· Energy efficiency – explore ways to reduce the environmental impact and energy consumption of your work.
· Equality, Diversity and Inclusion – contributing to an inclusive and supportive working environment.
· Making the best of our resources - ensuring awareness of the impact of what you do to maximise the use of public monies.
Page 2 of 2




PERSON SPECIFICATION
Essential key skills, abilities, knowledge, experience, values and behaviours
1. Experience working in a fast paced IT support environment. 
2. Ability to plan and organise a varied workload for self and others, working to short deadlines. 
3. Ability to communicate effectively with a range of people in a clear, concise and accurate manner, changing messages to suit different audiences.
4. Ability to provide effective customer service which will include providing clear and succinct advice, responding appropriately to customers’ needs.  
5. Ability to work collaboratively as a member of a team and be able to develop professional relationships across teams and services to achieve shared aims. 
6. Ability to use technology as part of the role:Microsoft 365 including Outlook, Excel, Word, PowerPoint, Microsoft Teams, laptops, corporate iPhones and surface hubs).
7. Ability to analyse, interpret and clearly present data, some of which may be complex, in line with Data Protection regulations. 
8. Ability to use research to inform the content of reports where appropriate, and the ability to produce clear and accessible reports to be shared with managers. 
9. Ability to demonstrate resilience, an example of which could be responding to a difficult situation. 
10. A commitment to professional and personal development.  
11. Knowledge of the Data Protection regulations including an understanding of data storage and retention schedules, and a commitment to maintain confidentiality. 
12. Knowledge of the types of policies, procedures and legislative requirements relevant to service area. 
Desirable key skills, abilities, knowledge, experience, values and behaviours
13. Relevant IT Service Management Qualifications e.g. ITIL, or equivalent relevant experience.
14. Awareness of project methodologies, e.g. PRINCE2, Agile etc.
15. Experience of leading, coaching or mentoring a staff member of team.
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Health & Safety Functions
This section is to make you aware of any health & safety related functions you may be expected to either perform or to which may be exposed in relation to the post you are applying for. This information will help you if successful in your application identify any health-related condition which may impact on your ability to perform the job role, enabling us to support you in your employment by way of reasonable adjustments or workplace support.
	Function
	Applicable to role 

	Using display screen equipment 
	Yes

	Working with children and/or people with care and support needs
	No

	Moving and handling operations
	Yes

	Occupational Driving
	No

	Lone Working
	Yes

	Working at height
	No

	Shift or night work
	No

	Working with hazardous substances
	No

	Using power tools
	No

	Exposure to noise and/or vibration
	No

	Food handling
	No

	Exposure to blood or body fluids
	No
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