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Job Description

1.	JOB DETAILS		

	Job Title: : ICT Technical Specialist 		

	Location: Edinburgh/Bellshill/Inverness

	Team/Directorate: Finance, IT and Risk					

	Responsible To:	ICT Service Delivery Lead	

	Responsible For:	N/A
	

2.	JOB PURPOSE

· The ICT Specialist will provide the Organisation 1st and 2nd line ICT support.  The role is to deliver high-quality technical support and customer service for users, primarily through helpdesk operations and the management of Microsoft Cloud services. This role is responsible for efficiently resolving IT incidents and service requests, maintaining system reliability, and ensuring secure access to digital resources. The specialist will proactively support the organisation’s digital infrastructure, enabling staff to work effectively and securely while contributing to continuous service improvement initiatives.
· In addition to supporting larger projects, this role will also manage smaller ICT projects.  The role will take on an overseeing day-to-day operations and improvements through smaller-scale projects. They will be responsible for ensuring that each project, regardless of size, is delivered efficiently, meets quality standards, and aligns with organizational goals.




3.	KEY RESULT AREAS/PRINCIPLE DUTIES AND RESPONSIBILITIES


· Demonstrate the principles of continuous improvement in all tasks and promote these principles through partnership working with colleagues across the Organisation to embed continuous improvement
· Promote the effective use of all available business systems and devices to ensure staff have the right tools to support service delivery. 
· Responsible for IT hardware asset management
· Troubleshooting customer IT issues remotely and on-site
· Server checks and proactive maintenance
· Cloud and Device System configuration
· User access controls and security administration
· Deployment of applications and systems
· Supporting Cairns internal network infrastructure
· Supporting the delivery of ICT projects
· Standing up and running of small projects
· Purchasing of ICT equipment
· Support and maintain our Microsoft Infrastructure (Entra, M365 and Azure)
· Support the running of the service desk.
· Support and maintain internal ICT knowledge base
· Support and maintain customer knowledge base

3.2   Key Performance Indicators
	

· Achieve high levels of internal satisfaction


3.3 Key Contacts – Internal & External

Staff Members – Cairn Housing and Cairn Board
External Support Partners – Xledger, HomeMaster, DB Comms, O2, MicroSoft
External Suppliers – SoftCat, LearnPro, MoorePay


3.4	Health & Safety
· Ensure that Health and Safety guidelines and fire regulations are strictly adhered to
· Comply with safe working practices as defined by Cairn Housing 
· Complete online training as and when required 
· Take reasonable care for your own health and safety and that of others who may be affected by acts or omissions at work
· Report any accidents, incidents or near misses as soon as reasonably practicable.

3.5 	General
· Be aware of and adhere to Cairn Housing policies at all times
· Take part in progress/performance reviews throughout the year
· Cooperate with other Cairn Housing departments
· Attend training courses and complete online training modules as required to meet the requirements of the post
· Take responsibility for own personal development, seeking out opportunities to learn new skills
· Undertake any other duties as requested by management which are reasonably deemed to be within the scope of the role


3.6 		Other

· Apply the Cairn Housing values and behaviours to every aspect of the role at all times
· Promote and maintain the brand standards of Cairn Housing



ICT Technical Specialist

Person Specification

	
CRITERIA

	
ESSENTIAL
	
DESIRABLE

	Qualifications and specific training



	· HND level/other relevant qualification or 3 years relevant experience in a similar business support / reporting role
	

	Experience
	· Experience providing ICT support, troubleshooting technical issues, and assisting users in a workplace, placement, apprenticeship, voluntary, or educational environment. 
· Experience participating in projects or project-based activities, either through employment, higher education, apprenticeships, or placements. 
· Experience installing, configuring, maintaining, or supporting ICT equipment, software, operating systems, or cloud services through work, study, or practical projects.

	· Experience of Microsoft Services
· Experience of housing systems
· Experience of Networking 
· Experience within a project team role
· Experience of providing 1st and 2nd tier technical support
· Experience of building and maintaining IT devices 




	Knowledge


	· Knowledge of Microsoft Services
· Knowledge of M365 products and licensing, specifically SharePoint
· Windows Server 2012/2016
· Microsoft Group Policy
· Networking skills, configuration and diagnostics.
· Good understanding of cloud technologies (XaaS)
· Knowledge of Antivirus and Security Services.
	· Knowledge of the Social Housing Sector in Scotland
· Microsoft Intune, Entra or Azure
· Project Management
· ITIL Foundation
· Hardware installation


	Skills
	· Excellent numeracy skills
· Excellent verbal and written communication skills
· Attention to detail and accuracy
· Logical approach to problem solving
· Ability to prioritise workload, work independently and to strict deadlines
· Excellent IT skills in Windows, Office 365, Entra, Security, and networking.
· Ability to communicate effectively with both technical and non-technical individuals

	

	Personal attributes




	· Confident, enthusiastic, flexible and adaptable
· A positive and creative problem-solving analytical thinker
· Strong interpersonal skills to build and maintain working relationships and work as part of a team
· Customer and outcome focussed
· Ability to assesses the importance of objectives, activities and events in relation to organisational goals
· Able to maintain high performance levels under pressure and/or opposition
· Resilient in the face of disappointments, criticism or failures
· Ability to plan and organise own use of time effectively to meet deadlines and priorities
· Use initiative to gather information relevant to organisational issues, trends
· Proactively applies new, job-related skills and approaches to improve service delivery
	

	Additional requirements





	· This role is based in the Edinburgh office but supports the Organisation and it’s locations
· Willingness to travel to other office locations and remote sites and able to occasionally stay away from home overnight
· This role is eligible for flexible and home working arrangements as authorised by the BIM. 
	· Valid driver’s licence and car available for business use



Job Description and Person Specification Agreement:
The above job description is not exhaustive but an indication of the duties the post holder may undertake and will be subject to review.


Post Holders Signature:					Date:


Managers Signature:						Date:
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