EAST SUSSEX COUNTY COUNCI[image: ]L JOB DESCRIPTION
Job Title: Senior Local Support Technician
Department: Business Services
Grade: Single Status 10
Responsible to: Senior Consultant Local Support
Responsible for: Local Support Technicians
Purpose of the Role:
The Schools ICT Service team within IT & Digital delivers critical technology support and digital services that enable schools, councils and partner organisations to provide effective services to their communities. Working across the South of England and customer organisations, the team ensures that IT systems, devices and services remain reliable, secure and fit for purpose, while supporting continuous improvement and technology-enabled change.
As a key member of the Local Support team, the Senior Technician Local Support role combines specialist technical expertise with day-to-day team supervision to ensure customers receive a high quality and responsive support service. The role is responsible for leading the resolution of complex technical issues, supporting the successful delivery of installations and change activities, and driving proactive improvements that reduce service disruption and enhance the customer experience. Working closely with customers, colleagues and partners, the post holder contributes to service quality, operational continuity and the effective use of technology, while supporting the development and performance of Local Support Technicians and promoting collaboration across the wider IT & Digital service.


Key tasks:
1. Deliver specialist onsite and remote technical support to customers, ensuring the timely resolution of incidents, service requests and technology-related issues across supported organisations. 
2. Supervise the day-to-day activities of Local Support Technicians, allocating work, providing guidance and monitoring service quality and performance. 
3. Resolve complex technical issues independently, escalating only where necessary and identifying practical solutions that minimise business disruption. 
4. Coordinate the installation, configuration, deployment and replacement of information technology hardware, software and associated services to agreed standards.
5. Undertake regular customer experience activities, ensuring services are delivered consistently and customer feedback is used to improve service delivery.
6. Contribute to the planning, coordination and delivery of information technology projects, service improvements, infrastructure changes and technology refresh programmes.
7. Analyse recurring incidents and technical problems, identifying root causes and recommending permanent solutions to improve service stability and reliability. 
8. Monitor and maintain information technology equipment, systems and software, ensuring compliance with organisational standards, security requirements and operational procedures. 
9. Build effective working relationships with customers, suppliers, partners and colleagues to support the delivery of high-quality digital and technology services. 
10. Provide technical advice and guidance to customers and colleagues, translating complex technical information into clear and practical recommendations. 
11. Maintain accurate service records, technical documentation and asset information, ensuring data quality and supporting reporting requirements. 
12. Contribute to service reviews, feasibility assessments and continuous improvement activities, recommending enhancements to systems, processes and working practices. 
13. Promote professional standards, safe working practices and organisational values, ensuring activities are carried out in accordance with relevant policies and procedures. 
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.
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PERSON SPECIFICATION
Essential key skills, abilities, knowledge, experience, values and behaviours
1. Demonstrable experience of providing first line technical support across a range of information technology hardware, software, end-user devices and digital services within an operational environment. 
2. Ability to diagnose, analyse and resolve technical incidents and recurring problems, identifying root causes and implementing sustainable solutions to improve service reliability. 
3. Experience of supervising, coordinating or mentoring staff, including allocating work, providing technical guidance and supporting performance and development. 
4. Knowledge of information technology service management principles and practices, with the ability to apply structured approaches to incident, request, problem and change management.
5. Ability to plan and manage competing priorities, balancing reactive support work with project delivery, scheduled activities and service improvement initiatives. 
6. Experience of supporting information technology projects, system implementations, infrastructure changes or technology refresh programmes, including liaison with stakeholders and coordination of technical activities. 
7. Ability to communicate technical information clearly and effectively to a wide range of audiences, including customers, colleagues, suppliers and non-technical stakeholders. 
8. Experience of building and maintaining productive working relationships with customers and partners, delivering customer-focused solutions and managing expectations effectively. 
9. Knowledge of current information technology infrastructure, desktop technologies, device management, software deployment and support tools relevant to enterprise environments. 
10. Experience of producing and maintaining technical documentation, service records, reports and asset information with a high degree of accuracy and attention to detail. 
11. Ability to analyse service data and operational information to identify trends, risks and opportunities for service improvement. 
12. Ability to meet the travel requirements of the role, including regular travel across customer locations within the supported geography. 
Desirable key skills, abilities, knowledge, experience, values and behaviours
13. Information Technology Infrastructure Library (ITIL) qualification or evidence of applying ITIL-aligned service management practices in a support environment. 
14. Experience of working within education, local government or multi-site public sector environments. 
15. Knowledge of information security, compliance and governance requirements applicable to public sector information technology services. 
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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
	Yes

	Moving and handling operations
	Yes

	Occupational Driving
	Yes

	Lone Working
	Yes

	Working at height
	Yes

	Shift or night work
	No

	Working with hazardous substances
	No

	Using power tools
	No

	Exposure to noise and/or vibration
	Yes

	Food handling
	No

	Exposure to blood or body fluids
	No
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