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JOB DESCRIPTION
POST:
Technical Customer Services Officer
DEPARTMENT:

York St John – London Campus
GRADE:
Grade 5
REPORTING TO:
London Campus Manager
SUPERVISORY RESPONSIBILITY: None

JOB PURPOSE:
The purpose of this role to provide excellent customer service support in the provision of technical services relevant to the IT and media needs of the campus.  

The post holder will provide support to staff and students for the delivery of an excellent teaching and learning experience and will provide technical support for the delivery of efficient and effective academic administration.  Furthermore, the post holder will be expected to assist in the delivery of excellent technical services in support of activities in collaboration with external stakeholders.

The post holder will be expected to provide technical support and guidance as part of the campus planning cycle and will be instrumental in the delivery of an effective technical services in a cost-efficient manner.

The scope of the role will include responding to end-user IT and Media issues and requests (including the diagnosis of technical problems, provision of both short-term workarounds and long-term fixes and advice) as well as fulfilling routine requests for IT and Media services advice and support.  

With a customer services mindset, a significant part of the role will involve the provision of technical support to ensure the efficient delivery of degree programmes at the London campus.  

The role also includes duties such as building PCs and updating network configuration, advising on IT and Media purchases, receiving equipment and ensuring that the asset register is kept up to date and accurate with information about the location and purpose of equipment.

The post holder will also be expected to contribute to the longer-term planning of the technical requirements at the London campus.  
MAIN TASKS:

The successful applicant will be expected to:

1. Deliver technical customer services to all London campus users including:

· Providing technical support to students to enhance the learning experience on their degree programmes;

· Providing support to academic staff in the effective delivery of teaching and learning;

· Providing support and advice to the Campus Manager with regards to the development and future growth of the London campus from a technical needs perspective;

· Providing support and assistance to the IT Servicedesk for issues relating to YSJ London;

· Fixing or resolving issues such as printing, storage, hardware, software, network, installation or usage problems.

· Responding to user generated first and second level issues.

· Escalating and allocating third level jobs to specialist technical staff in line with ILS procedures.

· Providing appropriate related technical support, help and advice.

· Maintaining and installing University computing facilities, including delivery to desk, connection, software and hardware configuration, and where necessary Portable Appliance Testing (PAT testing).

· Providing audio-visual, televisual and other media & IT services for all campus activities.

· Providing one to one guidance or group demonstrations on the use of Media & IT equipment particularly at induction for both staff and students.

· Maintain and develop training materials to use with students and staff.

· Providing advice on suitable IT and media equipment to be purchased to meet specified needs.

· Helping users to transfer or transcode media from one format to another as required.

· Maintaining records on equipment use and the consumables inventory.

· Assisting with carrying out risk assessments.

· Keeping the Asset Register for all printers, computers, monitors, laptops, tablets and other IT and media equipment accurate and up to date.

2. On a day to day basis work to the immediate customer services priorities established by London Campus Manager.

3. Organise their own workload and use their own initiative as required and contribute to the development of technical initiatives enabling the growth and development of the IT provision at YSJ London.

4. Ensure that appropriate audit, safety and security procedures are complied with at all times.

5. Assist in the processing of ICT related purchase requests, and receipt of new equipment (“goods inwards”).

6. Take part in, abide by and be aware of inclusive University systems such as the performance development review process, Health and Safety procedures and Financial Regulations.

7. Work outside of standard hours as and when required to provide support for both teaching and internal and external events.

plus

· Any other duties as may reasonably be required.

· Ensure that the highest standards of professional performance are maintained

· Promote equal opportunities in the work of the department

· Ensure compliance with relevant legislation and statutory codes of practice, as advised

· Participate in the arrangements for performance review and appraisal.

· Ensure that professional skills are regularly updated through participation in training and development activities

· Ensure all University policies are implemented within the remit of this post

HEALTH & SAFETY
Under the Health & Safety at Work Act 1974, whilst at work, you must take reasonable care for your own health and safety and that of any other person who may be affected by your acts or omissions. In addition, you must co-operate with the University on health and safety and not interfere with, or misuse, anything provided for your health, safety or welfare.

Copies of University safety policies are available from the Staff Information Point.

PERSON SPECIFICATION



POST TITLE:
Technical Customer Services Officer
DEPARTMENT/FACULTY:

YSJ London
The Person Specification focuses on the knowledge, skills, experience and qualifications required to undertake the role effectively. 
	REQUIREMENTS

The postholder must be able to demonstrate:
	ESSENTIAL (E)

DESIRABLE (D)

	MEASURED BY:

A     Application form

I      Interview

T/P Test/Presentation

	EDUCATION/TRAINING

(Academic, vocational/professional and other training)

	Educated to Degree level or equivalent in an IT and Media Services area

Evidence of recent professional development in the area of IT & Media Services

ITIL Foundation
Prior training in Portable Appliance Testing


	E
E

D

D
	A

A

A

A


	KNOWLEDGE & EXPERIENCE

(e.g. report writing, office experience, Microsoft office)

	Relevant experience of the following:

· PC maintenance and deployment in a Windows 7/8/10 environment

· Fault-finding and problem-solving of PC, network and/or technical media issues

· User support and customer service
· Use of personal productivity software (e.g. MS Office).
· Experience of working in an educational setting.
· Experience of supporting Apple Mac OSX and mobile devices
· Experience of supporting teaching and presentation equipment.
· Experience or knowledge of audio/video formats, editing tools and equipment
· Experience of audio-visual editing and post-production and format transcoding
· Experience of resource planning to meet the business needs.
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A

A

A/I
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	SKILLS/ATTRIBUTES/PERSONALITY
(e.g. communication, interpersonal, decision-making, problem-solving, team player, reliable)

	· Understanding of the importance of customer service and having good customer care skills

· Ability to work effectively within a small team.

· Ability to respond positively to deadline pressures.

· Good interpersonal and presentation skills.

· Experience of manual handling.

· Willingness to learn and undertake appropriate training.

· Good attention to detail, particularly in record-keeping

· Ability to manage own workload and act on personal initiative and ability to work flexibility in response to business needs
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E
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	A+I+T+P

A+I
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A+I+T+P

I

I

I

A/I

	SPECIAL FEATURES

(e.g. Travel, DBS)

	It should be noted that the post involves the physical handling of heavy equipment.
The post requires flexible working as required which may include evenings to support events held out of normal campus working hours.



This is not a comprehensive definition of the post.  Postholders are expected to undertake any work that comes with the remit of the post’s main objective.  This job description will be kept under review and may be changed at any time subject to consultation with the postholder.




















