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JOB DESCRIPTION
This form summarises the purpose of the job and lists its key tasks.
It may be varied from time to time at the discretion of the College in consultation with the postholder.
	Job Title: IT/AV Technician

	Job ref no: ISD-0185-25

	Grade: 5
	Department: Infrastructure Services Directorate

	Accountable to: IT Resources Manager 
	Responsible for: n/a


	Job summary: 
To provide technical support to the College’s community of staff and student users accessing ISD services both remotely and on-site.



	Competency: Communication
Key tasks: 
· To provide accurate advice and efficient support to students and staff using standard Microsoft products and other common applications used for statistical analysis and image manipulation.
· To provide accurate and efficient telephone support to users, by taking part in the Helpdesk rota of ‘first line’ support duties, including the resolution of faults via remote desktop tools such as ‘VNC’.
· To schedule appointments with users, provide target completion times, progress information to clients and communicate with team members to ensure activities are undertaken and commitments fulfilled with minimal disruption.

· To write technical documentation and advice notes appropriate to technical colleagues and end users and to update IT departmental records and inventories according to changes in equipment details.


	Competency: Service Delivery
Key tasks: 
· To carry out a wide range of technical support tasks concerned with the provision of PC based networked desktop IT services. To install new equipment and software, upgrade hardware and configure PCs to access networked services (including configuration of equipment to gain access via the available ‘wireless’ networks, VPN and remote desktop services).
· To fault find infrastructure related issues and to escalate as appropriate to the IT Infrastructure Services.
· To operate AV equipment to a competent level, sufficient to assist lecturing staff in their delivery of teaching using the fixed and mobile equipment available.
· To fully utilise the Service desk tool to deal with fault reports and service requests.
· To ensure that requests for software installation are carried out within T&C of licences held by the College or individual recording details for auditing purposes.
· To produce documentation and user guides suitable for a range of technical or non-technical users according to circumstances, updating our ‘knowledge bank’ of technical support information held on a SharePoint repository and within the Service Desk tool.
· To assist in ensuring that AV and IT equipment booked for teaching sessions are available when required, is set up correctly, maintained and fully functional.
· To facilitate video conferencing sessions as necessary according to the pre-arranged requests submitted by end users for meetings or teaching sessions (both internal and external)

	Competency: Initiative and Problem Solving
Key tasks: 
· To assist in the operation and organisation of Workshop space used to maintain, repair, and recycle equipment, utilising the purchasing and inventory tools necessary to track and maintain correct stock levels.
· To use knowledge items and consult the wider IT team for specialist knowledge where appropriate.
· To become proficient in the support of specialist hardware and software systems used by departments within the College such as the applications and equipment of Finance, Human Resources and Estates departments. 


	Competency: Other role requirements

Key tasks:  

· To be based at either Camden or Hawkshead, but to work at the other campus as and when required.


	Flexibility: To deliver services effectively, a degree of flexibility is needed, and the post holder may be required to perform work not specifically referred to above.


