3rd Line Support Engineer
IT
IT Manager
37.5 hours per week
£32,943 - £34,919
Based at our Bristol office with regular travel to our other West Midlands
Offices

Our vision is to empower refugees and migrants who reside in the UK to lead self-
sufficient and ambitious lives.

ACH is a social enterprise comprised of a diverse group of strategists and researchers
led by lived experience. We provide tailored integration services that not only help
individuals, but also disrupt the systems that have entrenched inequalities in our
society.

We have a track record of delivering effective support services that give refugees and
migrants the tools they need to succeed. In 2021 alone, we have helped 1000+ people
to achieve their personal goals and lead fulfilling lives in their new country.

By working with us at ACH, you will be supporting refugees and migrants to build a
better, brighter future.

IT support queries, you will work with over 80 users to maintain and monitor IT systems,
including remote working solutions and understand and resolve technical issues
promptly and professionally.

The incumbent in this position will be responsible for Office 365 and SharePoint
administration, providing End-user support and training for hardware and software,
and collaborating with the IT Manager to ensure operational security, Maintenance
and Governance.

Management Criteria

e To work with the ICT Manager to translate the Groups IT Strategy into
operational deliverables, contributing to and participating in the design and
implementation of new and improved service offerings.

e Responsible for the delivery of the IT Support teams objectives as defined by
the ICT Service Plan

e Toensure that the on-going support service for all systems in use by the Group
is of the highest possible standard within the available resources.

e To be achampion of the ICT service, representing the service across all areas of
the group and acting as an ambassador in the ICT Managers absence



e To provide effective management, guidance and support to team members

e Ensure an effective and appropriate working relationship with the ICT Project
Team

e Provide day to day management oversight of the IT Support team, ensuring
that service delivery is to the standard defined in the documented IT Support
Policies and Procedures.

e Toensure that the ICT KPI's are met, providing management reporting of the
same and identification and documentation of applicable MPI's as
appropriate.

e To provide weekly input to the ICT Performance, Project and Change groups
on relevant team activity

e To highlight areas of training requirements within the IT Support Team and
ensure that these are addressed in a timely manner.

e Setting, monitoring and managing of personal objectives for all first line
reports

e To carry out monthly one to ones and other requirements of the group’s
performance management procedures

Infrastructure Management

e Utilising the infrastructure analyst, ensure that infrastructure maintenance is
undertaken as required by the maintenance schedule.

e Toactasthefinal escalation point and product expert for all requests for service
to the ICT Helpdesk, providing 3™ line support as required.

e Own and maintain all infrastructure hardware, software and related
components and interfaces including maintenance and day to day
administration and housekeeping.

e To beresponsible for the Groups data backup, replication and disaster recovery
processes ensuring that sufficient testing is undertaken as directed by the ICT
Manager and the ICT Performance group.

Risk Management

e To own the Risk management function for the ICT Service, ensuring that all
risks to the infrastructure and wider service are identified and recorded with
appropriate mitigating actions being reported to the ICT Performance Group

Project Management

e To scope, plan and manage projects to deliver new systems and
processes using the PRINCE2 methodology in conjunction with the ICT
Projects Group

e To work with the Business Analyst to ensure that projects within the IT Project
team are meeting business needs.

e Toact as atechnology lead or product expert when assisting in the delivery of
Group wide projects
Service Management

e To undertake regular reviews of the overall service being delivered by ICT,
measuring customer satisfaction and identify areas for improvement with
appropriate actions.

e |n conjunction with the Business Analyst and the Project Team, ensure that



systems and platforms have been sufficiently documented for non-technical
users and with appropriate internal technical references available.

e To assist inthe design and delivery of end user training in both new and existing
systems

e Toensure thatthird party service providers are meeting the needs of the group
and contributing to the delivery of an outstanding IT Support service.

e To contribute to the Release Management process to ensure that new systems
being delivered to the ICT Support Team are fit for purpose and ready for
deployment to the live environment.

e To highlight areas of training requirements within the user environment and
ensure that these are addressed in a timely manner.

Value for Money

e To contribute to the development of the service's VfM service plan and
provide regular management reporting of progress.

e Toensurethatthe ICT Services “vendor value” register is maintained and fit for
purpose.

e Toidentify and log suitable entries in the groups VfM register.

Corporate Management

e To maintain an awareness of the wider ICT community and evaluate
technologies and systems to determine their suitability for meeting business
needs

e Ensure that solutions provided by the ICT service comply with Group policy.

General

e Promote and embed equality and diversity as an integral aspect of
working for ACH, leading by example.

e To work in partnership with internal and external teams and stakeholders to
ensure the best service is delivered to the Trust's customers.

e To carry out any other duties which are consistent or commensurate with the
role and/or as directed by the ICT Manager.



This describes what is required of the role holder, and is split into five sections:

IT Degree / Or Computer
science

Working within a finance role
in practice or in industry.

Experience working in
Housing background

Prior experience within a first
or second-line technical
product or service focused
support role.

3to 5years of IT experience

Strong analytical skills.

General knowledge of
networking — IP, DNS, SMTP

Help desk experience and
ability to provide technical
and end-user support.

Ability to problem solve
within a technical
environment.

Experience Networking,
administering O365,
Exchange, Azure Active
Directory and SharePoint
environment.

Organised and highly reliable.

Strong customer service
approach and team player.

Attention to details.
Able to work by themselves
and be part of a team.

Strong work ethics and ability
to work in a dynamic work
environment.

Valid Driving Licence.

Positive attitude and capable
of taking ownership of tasks.




To apply please complete our application form by clicking ‘Apply today' below.

For an informal conversation or to find out more about ACH or the role, please don't
hesitate to contact our People and Culture Manager, Werner Lourens -
werner.lourens@ach.org.uk

Due to the nature of this post, an enhanced DBS check will be undertaken for
successful applicants, but only with their prior consent.

Applicants need to have right to work in the UK and access to their own vehicle for
business use to be considered for this role. We may close this role early, so please apply
ASAP to avoid disappointment.
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