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Job Description
_________________________________________________________________________
ENGINEERING SCIENCE

	Job title
	IT Support Analyst

	Division
	Mathematical, Physical and Life Sciences Division 

	Department 
	Engineering Science 

	Location
	Central Oxford

	Grade and salary
	Grade 6  TBC

	Hours
	Full Time

	Contract type
	Permanent

	Reporting to


	Service Desk Manager

	Vacancy reference
	

	Additional information
	


The role 
The Engineering Science IT team (IT@Eng) provides a wide range of computing and network support, delivering and supporting IT equipment, specialist software, services and networking supporting in support of the teaching and research activities of the Department.
The Team consists of a centrally-based IT Support Team, a centrally-based Infrstructure Team and a team of staff based with individual research group
Reporting to the Service Desk Manager, you will be working alongside the IT Support Officers and the Purchasing Assistant to deliver excellent service to our academic, student and administrative users of IT. 
A key aspect of the role is to analyse current processes and procedures, to report findings, and deliver new or improved processes and procedures. 
Recognising and implementing through good communication, and excellent documentation we help the Department realise the value of IT.
You will be predominantly located in Oxford city centre, though there will be expectations that you will also be situated at satellite sites for extended periods, in order to analyse the special circumstances, which pertain to our Research environments.
Responsibilities 

Service analysis, design and transition
· Work with colleagues in the IT Team to analyse common or important service tasks to identify ways of improving work across the whole team. 

· Identify standard work, which can be transfered to the centrally-based IT Support Team freeing up time for research-group based staff..  

· Design, test and help to implement new processes

· Translate the knowledge embedded in our specialist research areas, into safe and effective procedures for IT Support
· Work closely with technical leads for the work to be delegated, to ensure that the tools, training and documentation are fit for use within IT Support.
· Champion the transition of tasks into IT Support and ensure the procedures are effective and adopted
· Work closely with IT Service Desk Manager to identify and address improvements within service delivery 
Customer Service and Support

· Be responsible for the timely creation and maintenance of quality documentation for both users and IT colleagues, helping users make the most of IT services
· Adhere to University rules and requirements pertaining to data protection and the use and misuse of computers, and provide advice on these

· Ensure that all queries are dealt with in a professional, timely and appropriate manner

· Present a pleasant, helpful and professional demeanour when dealing with customers

· Assess and allocate incidents tickets within the service desk software system
IT Support  
· Provide first- and second-line user support, including working with IT hardware, software, Audio-Visual support, computer and printer management and user accounts, primarily in a Microsoft Windows environment.

· Manage a case load of service incidents and standard change requests, ensuring that at all times requests are handled correctly and the service offering is to the highest standard

· Advise on the specification of standards for personal computing equipment provided to the Department

· Install and support commercial software packages and peripherals as required

· Resolve non-standard problems, calling on your own experience; including troubleshooting complex software problems and dependencies 

· Liaising and working with external suppliers and engineers
Business Analysis and Development

· Actively identify opportunities for improvement to the efficiency and quality of both the role’s own service area and the broader Department, proposing changes to procedures, policies and services.

· Work with the Service Desk Manager to identify trends and proactive improvement opportunities to both help users be more effective and make IT operations more efficient
· Communicate effectively at all levels of the Department in order to understand the organisation and create Information Systems that reflect its priorities and aspirations
· Support the continual improvement of services provided by IT@ENG by undertaking project work with colleagues
Other
· Liaise with the IT staff at remote sites to provide cover for sickness and holidays.
· Participate in the department’s PDR programme.
· Keep own skills up to date, developing a depth or breadth of knowledge in an appropriate area through learning and practice
· Hours will be as required to undertake the role, including the scheduling and attendance of works outside normal working hours.

· Undertake any other duties commensurate with the grading of the post.

Hazard-specific / Safety-critical duties
This job includes the following hazard-specific or safety-critical duties which will require successful pre-employment health screening through our Occupational Health Department before the successful candidate will be allowed to start work:

· Regular manual handling

Selection criteria 
Essential

· Experience in hardware and software installation, fault finding and resolution in Windows operating systems
· Good working knowledge of IT Support disciplines

· Strong focus and understanding of process driven procedures and projects

· Experience as a member of a complex IT team 

· Good interpersonal skills with the ability to communicate effectively with all levels of users, suppliers and technical staff in a patient and helpful manner
· Excellent written communication skills; ability to document procedures, reports, and processes etc.
· A customer focus, with constant awareness of trying to match the department’s expectation of IT Support and Research Support
· Strong team working skills with good self-motivation and the ability to work with minimal supervision
· Excellent organisational and time management skills
· Good working knowledge and experience of Windows desktops.
· Keen interest in Information Technology with desire to develop and update skills through appropriate technical training

Desirable

· Experience of supporting users of Apple equipment or Linux operating systems

· Experience of working for an educational or research organisation
· ITIL experience

· Experience of working within a multi-team IT operations enviroments.
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