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Senior ICT Support Technician
Job Description - Template
Job Details

Job Title:
Senior ICT Support Technician
Grade:


Department:

Reporting to:

Responsible for:

Location(s):

Job Overview
The overall purpose of Informatics has been defined as to:

Enable promote and support the effective use of data, information, knowledge

and technology to support and improve health and health care delivery

Therefore, the role of Informatics is to ensure an NHS organisation has the required cost effective systems, information and technology services needed to provide excellent clinical care to its patients, in conjunction with its partners throughout the wider health community.
The post holder will manage and participate in the support of IT systems, projects and staff across the community.  A detailed knowledge of systems and infrastructure is required to diagnose complex integrated service issues.

The post-holder will also provide specialist knowledge and guidance on technical aspects of systems and services, and act as local experts and reference points.
Duties and Responsibilities

1.
To ensure that all IT services provided within the health community continue to support the delivery of health care and for the service to become associated with efficiency and reliability.

2.
To ensure that all hardware and software being installed meets agreed standards, is fully compatible with the established base, and allows a successful transition from the previous platform or process. 

3.
To raise the profile of the Informatics IT service, in particular to establish a reputation for providing an effective and responsive service.

4.
To identify how each reported problem should be resolved, to allocate resources if necessary and to ensure that all work is undertaken to the satisfaction of the customer. 

5.
To analyse reasons why services do not always meet the standard expected, and to propose and subsequently implement measures to rectify this.  

6.
Where necessary refer problems to a more appropriate or specialist source or agency (who may be internal or external) for resolution, and ensure prompt response from such a referral

7.
To give advice on the IT support elements of new information systems which are being proposed, procured or implemented, specifically to ensure that when installed then they can be easily and safely supported.

8.
To provide specialist support in areas such as exchange, networking, Server Management and to liaise with the providers to ensure problems are resolved quickly and efficiently.

9.
To adhere to all system documentation and to notify the portfolio or change manger if changes are required to such documentation.

10.
Liaise with service users and departments in an advisory capacity on IT issues.

11.
Provide support to relevant external agencies.

12.
Provide a high level of customer service and satisfaction.

13.
To ensure that all system operations are generated in accordance with agreed timetables, and to liaise with users and suppliers in the event of any problems.
14.
To assist with the implementation of new systems and take an active part in IT Projects as deemed appropriate by the management team.

15.
To keep abreast of new technologies.

16.
Ensure all users of IT systems are advised on system security, in line with the security policy.

17.
Be involved with the recruitment and selection programme.


18.
Carry out any other duties and responsibilities commensurate with the banding.
Managing and Supporting People
1.
Participate in effective performance review and personal development planning.

2.
Work within all key employment policies and guidelines.

3.
Work to minimise risk and maintain a healthy and safe working environment.

4.
Work to ensure the smooth running of the service.

5.
Support colleagues within the service in achievement of their own and team objectives.

6.
Keep up to date by developing a network of personal contacts.

Business. Finance and Performance
1.
Ensure adherence to financial policy and practice.
2.
Ensure adherence to quality control mechanisms.
3.
Contribute to service development and continuous improvement.
4.
Work to ensure that all mandatory requirements are delivered.
5.
Work to ensure that the service delivers best value.
Person Specification
	
	Essential
	Desirable
	Method of Assessment

	Education/Qualifications
	· Working towards or achieved  degree level or equivalent qualification in IT or equivalent experience in this area

· Microsoft Certified Professional certification or equivalent
· Working towards or achieved MCE certification
· Commitment to continuing professional development for self and team members

· ITIL Foundation certification

· TCP/IP Fundamentals
	· CCNA certification in Networking
· PRINCE Foundation

· ITIL Practitioner

	Application form

	Personal qualities
	· Personable and approachable

· Enthusiastic and committed

· Ability to co-ordinate workload and delegate
· Work in teams and support less experienced IT Support Staff
· Pro-active, flexible and enthusiastic individual
· Ability to work under pressure and to handle many different tasks at once
	
	Interview

	Experience
	· A minimum of 3 years working in an IT support environment 
· Experience of NT and Windows 2003/XP/2000 server and workstation administration.

· Experience of working in an active directory environment

· Experience of working with clinical and corporate systems
	· Experience in working in an NHS environment. 

· Experience in working in a PRINCE environment
	Application form and interview

	Skills and knowledge
	· Ability to relate effectively with users of the services
· Awareness of Freedom of Information Act

· Awareness of IT business and its development
· Good understanding of LAN and WAN technologies and Protocols, in particular TCP/IP 

· A good working knowledge of PC and server  products - hardware and software (incl. Exchange, Windows XP & 2000 and NT Workstation)

· Able to communicate complex ideas to non-technical staff
· Strong communication skills

· Organised and methodical

· Ability to lead a team


	
	Application form and interview


� Taken from the Functional Map for Health Informatics (Skills for Health 2004).
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