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Job Description 
	Job Title
	ICT Technician (Traineeship)

	Grade
	Band G  

	Reporting To
	
Group/Team Leader DDaT

	JD Ref
	CSUP0001G


	 
Purpose
The post holder will work towards the completion of a recognised traineeship programme, supporting the planning and coordination of work for Assistant ICT Technicians and key external partners linked to the ICT service.
You will assist in prioritising team workloads, ensuring that agreed service performance targets and deadlines are consistently met, while effectively managing conflicting demands in a fast-paced environment.
Main Duties And Responsibilities
Behavioural:
· Enjoy, achieve, create impact, and thrive in the role and organisation.
· Live our values in the role and organisation.
Insert sub heading for service specific duties & responsibilities:
· Assist and be responsible for helping keep ICT Services operational. 
· Assist and be responsible for installing, supporting, configuring, developing, maintaining and repairing hardware, software, systems and services.
· Lead on small projects, support larger projects and liaise with the key partners of these projects.
· Negotiate and liaise in the 3rd party delivery of software and hardware, software, systems and services and support for complex environments.
· Procure, specify, evaluate and recommend software, hardware products, services and support.
· Provide technical advice, support, guidance and training to ICT colleagues and users/customers outside of ICT Services.
· Support the development and implementation of the Council’s IC Service.
· Negotiate and liaise with customers to schedule “go live” dates and identify resources
· Multi-task and prioritise own workload 
· Keep data accessible and secure – ‘information governance’.
· Through continuous improvement strengthen the tools, practices and impact of the service.


Communication, Engagement and Training: 
· Provide training to councils’ colleagues on system process and establish training videos for onboarding.
Data Analysis and Decision-Making: 
· Provide system generated reports along with summary outcomes and implement agreed changes/actions
Performance Management: 
· Participate in the Councils Performance Conversation and Review (or similarly named) processes
Compliance: 
· Adhere to and comply with all relevant corporate policies and procedures including Health & Safety, General Data Protection Regulations (GDPR), Corporate Governance and Code of Conduct.
[bookmark: _Hlk142571170]Other: 
· Any other duties commensurate with the grade. 
[bookmark: _Hlk80364490]Role Specific Knowledge, Experience And Skills
Qualifications
· Attainment or working towards a professional, academic or industry standard qualification relevant to the realm of technical expertise for the role (minimum A Level or equivalent and/or working towards NVQ Level 4 or equivalent).
· Good literacy and numeracy.
· Good interpersonal and communication skills.

Knowledge & Skills
· Able to analyse user requirements to design, specify, install, develop & support ICT hardware, software, systems and services.
· Good communication and proven customer service skills.
· Create, monitor and maintain working standards and documentation. 
· Able to influence and negotiate with 3rd party support to resolve incidents. 
· Able to work to deadlines in a fast-paced environment.
· Able to share technical skills with other IT support staff, delivering training to individuals and/or in group workshops.
· Able to specify and install hardware and software system enhancements/upgrades.
· Point of contact for other officer’s technical issues.
· Able to identify issues for resolution including reoccurring problems and providing and managing the solution. Provide evidence of logical/problem solving abilities.
· Able to implement technical solutions to improve service to customers.
· Able to help to identify improvements.
· Able to use incident and request management logging systeAble to self-educate from technical documentation.
· Desirable – Able to identify and resolve software, hardware and configuration issues. 
· Desirable – Detailed knowledge of typical ICT infrastructure components and topology.
Experience
· Liaison with system and service owners and suppliers.
· Assessing the business impact of individual and common service incidents, assigning priority and setting customer expectation.
· Project management of the small-scale implementation of hardware, software, systems and services. 
· Experience of 3rd party providers’ services, ordering and fault reporting procedures.
· Desirable - ICT Systems design, configuration, development and programming.
· Desirable - Working with first, second and third line IT support teams to progress resolution of incidents and requests in accordance with service level agreements.
· Desirable - ICT System support, fault finding, and solution management.

Traineeship
Qualifications: 

· A minimum of 5 GCSEs (or equivalent) at Grade 4/C or above, including English, Maths (required) and ICT/Computer Science (desirable).

Knowledge & Skills:

· A genuine interest in Information Technology, Cloud Computing, Networking, and Digital Services.
· Basic understanding of computer hardware, software and operating systems (Windows 10/11).
· Strong problem-solving and analytical skills.
· Good communication skills, both written and verbal.
· Ability to follow processes, document information accurately, and maintain attention to detail.
· Customer-focused approach with a willingness to support users in a technical environment.
· Ability to manage and prioritise tasks effectively.
· Basic awareness of Microsoft 365 applications and IT support environments would be advantageous.
 
Experience:

· No prior IT employment experience required.
· Any experience gained through education, work experience, voluntary work, personal projects, or hobbies involving IT, computers, networking, cloud technologies, or customer service would be beneficial.
· Experience of working with customers, resolving issues, or providing support (in any setting) would be advantageous.
· Demonstrable enthusiasm for developing a career in IT Support, Cloud Support, or Service Desk operations
 
 
 
Additional Information 
Ability to travel across the Borough and work from various locations. 
Work hybrid, with a flexible working approach to accommodate service needs.
Expected to work from a fixed location (subject to change).
On occasion, able to work outside traditional hours, of a weekend and evening as required, adopting a flexible working approach in response to business requirements.
Health & Safety Considerations: 
· Work with VDUs (Video Display Unit) (>5hrs per week)
· Lone Working
· Exposure to persons with challenging or aggressive behaviour
Approved By: Karen Brisk-Service Desk Team Leader

Date Of Approval: July 2026
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