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Job Description


	Job title: 
	IT Support Technician


	Department: 
	IT


	Responsible to: 
	Head of IT and Systems


	Responsible for: 
	n/a




	Job Purpose: 
Work as part of the IT Team to provide day to day support of IT operations ensuring that they are fit for purpose and meet the needs of IT users.

	



	Main Duties and Responsibilities:  
1. Provide support to IT users and ensure queries are logged appropriately
a. Resolve issues within remit and experience
b. Prioritise and manage multiple support requests
c. Diagnose and resolve support calls according to their priority
d. Escalate support requests where appropriate
e. Establish and maintain good working relationships with users
2. Support, Configure and Maintain infrastructure & hardware
a. Configure and supply desktop and mobile hardware with required software
b. Ensure efficient reallocation of IT equipment and resources including licences
c. Support and maintain server infrastructure and applications, hosted services, networking, telephony and printing
d. Travel to remote offices and development sites to provide IT Support including installation and configuration of IT infrastructure & hardware
3. Assist with the delivery of IT related projects
a. Assisting colleagues to scope out requirements
b. Assisting with testing of changes to identify and resolve issues prior to deployment
4. Create and maintain technical documentation
a. Team how to guides
b. “Knowledgebase” solutions
5. Support the delivery of new starter/leaver/change of position requests 
a. Ensure all requests are dealt with according to agreed procedures to ensure that system access granted is appropriate 
b. Ensure all requests are dealt with in agreed timescales 
c. Maintain department documentation, asset lists & checklists
d. Co-ordinate with HR and line managers to ensure processes are followed



	Key Attributes



	Core:
· Ability to work well under pressure, balancing competing priorities and meeting deadlines
· Good organisational skills
· Ability to follow detailed procedures accurately
· Excellent customer service skills
· Maintain standards of confidentiality and discretion
· Full driving licence


	
	Desirable:


	Qualifications/
Experience
	Core:
· Experience in supporting users with IT services and devices
· Proven problem-solving skills 
· Minimum 2 years’ experience in a similar role
· IT Related qualifications at degree level or equivalent technical qualifications (Microsoft/Veam/Cisco etc)
· Familiarity with the ITIL principles of IT service management
· Strong knowledge of IT environments with a technical, methodical, and intelligent approach to troubleshooting and problem solving.
· Experience of administering Microsoft 365, Azure AD & Exchange Online
· Understanding of Network architecture
· Experience of remote IT communications such as mobile/satellite
· Experience of managing & trouble shooting Windows servers and desktop clients 
· Experience of managing virtual server environments


	
	Desirable:
· Knowledge of the construction / housebuilding industry
· Experience of supporting ERP and CRM systems




	I confirm I have read and understood my job description.

	Employee Name
	
	Date
	

	Employee Signature
	
	Date
	

	Line Manager Signature
	
	Date
	



It is a requirement of Story Homes that all staff work in a flexible manner compatible with their job and in line with the objectives of the company. Please note that the job description for this position may be reviewed and amended to incorporate the future needs of the business.
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