SURREY HEATH BOROUGH COUNCIL
JOB DESCRIPTION

ICT Service Desk Technician
	Service
	Transformation
	Post Title
	ICT Service Desk Technician
	Post No.
	Click here to enter text.
	Responsible to
	ICT Service Desk Team Leader


	Job Purpose	

Works under the general supervision of the ICT Service Desk Team Leader and ICT Manager in the provision of computer operations, technical and end user support.


	
Works under the general supervision of the ICT Service Desk Team Leader and ICT Manager in the provision of computer operations, technical and end user support.




	SUPERVISORY RESPONSIBILITY
	None


	IMPORTANT INTERNAL RELATIONSHIPS
	Service managers, service teams and other members of staff across the Authority & Councillors


	IMPORTANT EXTERNAL RELATIONSHIPS
	Third-party ICT suppliers / Contractors & Partners



MAIN PURPOSE OF JOB
	Knowledge & Expertise

	ESSENTIAL
· Provide operational support for day-to-day computer services ensuring calls are dealt with in a timely manner.
· Ensure the daily operations and procedures are carried out and completed satisfactorily
· Ensure all calls are logged, monitored and managed on the service desk system, end-users are kept informed and issues are escalated when necessary.
· Processing of starter and leaver requests ensuring necessary authorised signatories and audit trails are in place prior to creating or removing users.  Notify other ICT team members as necessary.
· Assist with the Council’s repair and renewal program for desktop pc’s, laptops, projectors, printers, monitors and mobile devices.
· Updating and auditing of the Council’s computer equipment asset inventory.
· Provision of technical and end user support for Remote users including Members.
· Arranging equipment provision where appropriate.
· Issuing mobile equipment and providing basic user training
· Provide technical end user support for all the Council’s computer activities.  
· Keep users fully informed of operational issues
· Maintain an awareness of changes in technology

	DESIRABLE
· 



	Relations with People (internal and external)

	ESSENTIAL
· To develop and sustain effective relationships with all customers and users of the ICT service to ensure the highest level of customer care.
· To develop and sustain effective relationships with the numerous third-party suppliers of the Council, to resolve support issues and problems
· To produce and maintain procedure documentation.
· To organise and co-ordinate any necessary and appropriate resources for ICT equipment, ensuring an audit trail is kept and signed for.
· Escalation of calls to the Application Support Team, Network & Security Team, Digital Development Team or ICT Managers as deemed necessary.
· 

	DESIRABLE
· 



	Creativity & Innovation

	ESSENTIAL
· The role requires creative and innovative work on a range of issues and problems
· To take an innovative approach to decision making and problem solving.
· To promote and maintain good external relationships with user bodies, third-party organisations, other partners wherever required, to ensure co-ordinated action.
· To problem solve and offer work around / alternative solutions to service delivery.

	DESIRABLE
· 



	Financial Accountability

	ESSENTIAL
· None

	DESIRABLE
· 



	Impact upon the Organisation and the Community

	ESSENTIAL
· With such heavy dependency on ICT to support service delivery, the post holder has a substantial impact on the organisation.

	DESIRABLE
· 



	Management & Supervisory Responsibilities

	ESSENTIAL
· None

	DESIRABLE
· 



	Initiative and Independent Action

	ESSENTIAL
· Required to work within the Authority’s general policies 
· To work on assigned projects and meet agreed deadlines for delivery
· Ensure calls and projects are delivered to customer satisfaction and meet agreed standards

	DESIRABLE
· 



	General

	ESSENTIAL
· To carry out any other duties, commensurate with the grade of this post, as and when required. Occasional overtime and weekend working may be required. Some work may be carried out at our remote sites.

	DESIRABLE
· 



