
SURREY HEATH BOROUGH COUNCIL

PERSON SPECIFICATION & COMPETENCY FRAMEWORK
(desired behaviours & outcomes)

Please note:	The criteria specified on this form will be used as guidance when shortlisting all applications and again at interview.  Please ensure you provide evidence within your Application, giving examples where appropriate, as to how you meet the specified requirements for the job.  Thank you.

	Service: 
Transformation
	Job Title: ICT Service Desk Technician

	Team: ICT

	Post Number: Click here to enter text.




	KNOWLEDGE & EXPERTISE (including qualifications/education, training, experience, skills, ability and knowledge):

ESSENTIAL :


· Demonstrable first line technical support experience 
· GCSE or equivalent to satisfactory level (Maths and English) 
· Experience in supporting Microsoft Office Suites and Operating Systems
· Excellent customer service skills 
· Ability to organise and prioritise own workload
· Flexibility to work outside normal hours on occasions if required – possibly at short notice
· Strong communication skills
· Current full Driving License and own transport








DESIRABLE :
· ITIL Foundation Certification / awareness of ITIL principals
· Relevant Microsoft certification
· Experience with Microsoft Intune or equivalent
· Strong knowledge of Local Government applications and services.
· Knowledge/experience of Cloud services including Telephony, Single Sign On (SSO) and Box.
· Experience with Microsoft Active Directory / Microsoft 365 administration. 
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RELATIONS WITH PEOPLE (internal & external) 
ESSENTIAL :


· Excellent communication skills, both orally and in writing, to secure effective results and provide basic user training.
· Ability to remain visible, approachable and to earn respect
· Good team player
· Professional Image



DESIRABLE :




	ASSESSMENT METHOD
(A :   application)
(I  :   interview)
(E :   exercise)
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CREATIVITY AND INNOVATION:

ESSENTIAL :

· Ability to develop practical solutions to a wide variety of complex problems 
· Ability to make decisions escalating to line manager when appropriate 
· Strong customer service orientation. An awareness of customer needs with the commitment to continually improve service provision.

	ASSESSMENT METHOD
(A :   application)
(I  :   interview)
(E :   exercise)
          
I

I
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FINANCIAL ACCOUNTABILITY:

ESSENTIAL :

None


DESIRABLE :

	ASSESSMENT METHOD
(A :   application)
(I  :   interview)
(E :   exercise)
      


      




	
MANAGEMENT AND SUPERVISORY RESPONSIBILITIES:

ESSENTIAL :  
None





DESIRABLE :




	ASSESSMENT METHOD
(A :   application)
(I  :   interview)
(E :   exercise)

           I

           I




	
INITIATIVE AND INDEPENDENT ACTION:

ESSENTIAL :

· Ability to work using own initiative, seeking support from line manager and ICT team when needed.
· Ability to prioritise workload using a call logging system and ensuring customers are kept informed of call progress. 
· Desire to learn new ICT skills




DESIRABLE :

	ASSESSMENT METHOD
(A :   application)
(I  :   interview)
(E :   exercise)
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A/I
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PERSONAL ATTRIBUTES:

ESSENTIAL :

· Ability to work as a team player
· Ability to prioritise and execute tasks in a pressurised and complex   
      working environment
· Self motivated
· Ability to work under pressure
· Willing to commit to on-going personal and professional development
· Ability to tailor support to meet the technical ability of the customer.



DESIRABLE : 
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