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JOB DESCRIPTION
Senior IT Engineer
Vacancy Ref: Click here to enter text.

	Job Title: Senior IT Engineer
	Present Grade:	6

	Department/College:	ISS (Information Systems Services)

	Directly responsible to:	 Service Delivery Manager or Service Support Manager

	Supervisory responsibility:   IT Engineers and casual staff working within the team, assisting the Service Delivery or Service Support Manager with line management duties when necessary, and dealing with day-to-day operational issues that may arise within the team.

	Other contacts:	

	Internal: ISS Staff, particularly those delivering and supporting IT services. IT staff in faculties and departments. All University staff and students.

	External:  Visitors to the University, particularly those organizing or attending events such as conferences or open days. IT and AV System suppliers as required.

	Main Function: To support the operation of IT Services and the ISS Service Desk, in particular supporting IT and AV equipment use by staff and students, and in PC Labs and teaching spaces. To provide a point of expertise for IT Engineers, dealing with escalated problems and service issues.
Major Duties:
1. Identification of commonly encountered user problems and work with ISS colleagues to address these at source.
2. Supporting the day-to-day operation of the ISS Service Desk, so that staff and student requests and reported issues are dealt with in a timely manner, whether via online Service Desk systems, phone or in person. 
3. To maintain and develop expertise in IT services, including the current version of Microsoft Windows and Office, and to providing advice and guidance to staff and students on the use of IT or AV equipment, PC software and desktop services – this may involve supporting individuals online or in person, or supporting small groups in a department or teaching space.
4. Ensuring that urgent issues, such as support for lectures, examinations etc. are prioritized appropriately.
5. Dealing with issues that have been escalated by IT Engineers or Service Desk colleagues, including updating Service Desk information sources, and finding and documenting solutions to known problems.
6. Supporting the continued improvement of ISS Service Desk and IT Service processes in line with ISS procedures, policies and approved ways of working.
7. Supporting the delivery, installation and maintenance of IT and audio-visual hardware and software, including diagnosing and resolving faults and escalating to specialist teams across ISS when necessary.
8. Working to appropriate service levels with defined quality of service metrics that will enable ISS to maintain and demonstrate high quality of service provision.
9. Taking a proactive role in supervising the day-to-day operations within the team, which could include:
· The management of IT Assets, including stock control, ordering of new equipment/spares, financial reporting etc. 
· Overseeing workshop procedures, including calibration and testing of workshop equipment.
· Assisting with the training of IT Engineers in the correct use of equipment, health and safety within the workshop and electronic workshop procedures.
· Working with colleagues who maintain desktop and software services, assist with packaging software for distribution to staff and students, including testing and documenting processes, and working with teams across ISS to update documentation for staff and students where necessary.
10. Maintaining high levels of professional conduct, including but not limited to, cooperative engagement in tasks set, the exercising of initiative to suggest through line mangers improvements to the service provided, and clear and professional styles of communication at all times.
11. Managing other activities that may become the responsibility of ISS through evolution, growth or the implementation of the University’s IT strategy.
12. Such duties appropriate to the grade as may be directed by the Chief Information Officer or nominated representative.
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