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	Job Title:	
	1st Line IT Support Technician	Location/Service:	Comment by Andrew Mason: Add the high level location or service e.g. People Services. Where a role is across multiple services or locations e.g. Support Worker, add the overarching discipline e.g. Care

	Hesley Hall / Central Services
	Department:	Comment by Andrew Mason: Add the specific department e.g. Recruitment. Where the role is across multiple services or locations this may not be required
	IT Services
    
	Reports To:	Comment by Andrew Mason: Add who the role reports to (their job role)
	IT Service Lead
	Responsible For:
	IT Service
	Budgetary Responsibility:
	N/A

	Level of DBS  Check Required:
	Enhanced
	Expected Regulatory Responsibility:	Comment by Andrew Mason: Add any roles such as Registered Manager, SIRO etc here that the post holder is also expected to undertake
	N/A

	Does the role require travel to multiple sites?
	Yes

	Purpose:

	The 1st Line IT Support Technician will deliver responsive and effective first-line technical support across the organisation, ensuring timely resolution of IT issues and maintaining high levels of user satisfaction. 

The role supports the smooth operation of Microsoft 365 technologies, core IT systems and IT hardware.

The role will also provide the opportunity for development, providing continuity of service by deputising for the IT Service Lead when required.

	Key Role Responsibilities/Accountabilities:

	· Provide first-line technical support to internal users via phone, email and in-person.
· Diagnose and resolve hardware, software and network issues
· Log and manage support tickets using the company’s ITSM system.
· Support and maintain Microsoft 365 applications including Outlook, Teams, Sharepoint and OneDrive.
· Setup and configure laptops, desktops, mobile devices and peripherals
· Escalate complex issues to 2nd Line Support or external vendors where appropriate
· Maintain accurate documentation of support activities and resolutions
· Assist in onboarding/offboarding processes including account setup and equipment provisioning
· Monitor system performance and report anomalies
· Provide cover for the IT Service Lead, including prioritising workloads, managing escalations, and ensuring service continuity.


	Legal and Statutory Responsibilities for all Colleagues:	Comment by Andrew Mason: This section appears on all Job Profile’s, where the post has any specific responsibilities for any of these areas e.g. expected to be a designated safeguarding lead, they should be outlined above

	Safeguarding: All colleagues have a duty to maintain a basic level of understanding of safeguarding, signs of 
neglect or abuse and how to raise a safeguarding concern as outlined in the organisations Safeguarding and 
Whistleblowing policies. 

Health & Safety: All colleagues have a duty to take reasonable care for the health and safety of themselves and others. This includes contributing to a safe and secure environment for the people who use our services.

Training Compliance: All colleagues are responsible for maintaining compliance with all mandatory training required for the specific job role they undertake or service they work in, any required qualifications and maintaining any required professional registrations to ensure professional skills and knowledge remain up to date.  

Information Governance: All colleagues have a duty to main the confidentiality and integrity of any sensitive or personal data that they access or use within their role. 

Diversity and Inclusion: All colleagues are expected to contribute to the development of an inclusive workplace and treat others with dignity and respect at all times. 

Line Management: Roles with line management responsibility are expected to ensure all direct reports, and teams they oversee, receive the appropriate levels of supervision and have an annual performance review and contribute to a culture of continuous improvement and development. 



	Person Specification:	Comment by Andrew Mason: Include here any physical requirements of the role e.g. must be able to complete physical PBS interventions

	Required - Education: 5 GCSEs grades A*-C /9-4 or equivalent (including English Language and Maths)
Required - Proven experience in a 1st Line IT Support role (or similar)
Required - Strong working knowledge of Microsoft 365 technologies
Required - Excellent troubleshooting and problem-solving skills
Required - Clear and confident communication skills, both written and verbal
Required - Ability to manage time effectively and prioritise tasks
Required - Experience with Active Directory, Windows OS and basic networking principles
Required - A customer-first mindset with a calm and professional approach under pressure
Required - Travel: Regular travel to our sites across Yorkshire will be necessary to fulfil the role.
Desirable - ITIL Foundation certificate or equivalent knowledge
Desirable - Experience using a ticketing system
Desirable - Passion for technology and continuous learning
Desirable - Leadership potential and willingness to step into a supervisory role when required

The role offers the chance to further develop IT skills with modern technology tools and technologies within a supportive and collaborative team environment. 

There are opportunities for professional development and training whilst providing exposure to leadership responsibilities and career progression.

We are looking for someone who is keen and enthusiastic with a genuine interest in IT and related technologies.

	Our Values and Key Attributes:

	All colleagues are expected to operate in line with our Values and Behaviour Framework at all times. The framework outlines our core values and the behaviours that we consider to uphold each of our values, as well as universal attributes we consider to underpin everything we do.

Our Values
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We put the people we support, families and colleagues at the centre of all we do.
[image: A black background with blue text

Description automatically generated]
We recognise that quality comes from our commitment to best practice, improvement and learning; not just compliance.
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Description automatically generated]We are passionate about improving lives and work together to enable the people we support to achieve their aspirations.

We embrace a culture of trust and safety so that each of us can perform to our best and thrive.


Universal Attributes
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                                   Communication is a two-way street; as well as honesty, we actively listen so we can 
                                   understand the needs and views of others.
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                                   Good collaboration between individuals strengthens the team as a whole, enabling 
                                   us to share ideas, encouraging others to adopt new skills, while learning from others 
                                   ourselves.
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                                   By taking a non-judgmental approach, we can demonstrate empathy and be seen 
                                   as approachable, while respecting the culture and opinions of our peers.
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  We are accountable for our own actions, and by sharing the lessons we learn in our 
  working lives, we do things better individually and more broadly as an organisation.



	Last Updated By:
	Head of IT	Date:
	06/10/2025
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