North Customers Directorate
RN counci JOB PROFILE

Job Title: IT Helpdesk Apprentice

Service Area: IT Services

Grade: 1

Reporting Manager: Helpdesk Customer Support Team Leader
Direct reports: None

Job summary:

Working as an entry level member of the team and helping them to provide an efficient service for the
council and its customers.

Key responsibilities:

To provide 1st & 2nd IT Helpdesk support to the council’s users and elected
members via email and telephone and in person, and where necessary
referring to other officers in the team.

To support the IT Helpdesk Team Leader & IT Network & Infrastructure
Manager with delivery of technical projects while establishing and maintaining
positive relationships with all customers

Working as part of team delivering IT support and advice to customers at all
levels including; delivering technical support, responding to Helpdesk Incidents
and service requests within agreed timescales along with supporting the 3rd line
team in delivery of IT solutions

Following and ensuring adherence to relevant policies, procedures &
processes.

To undertake other duties which may arise or be delegated from time to time.

Please follow this link to read your general responsibilities:
General responsibilities for employees | North Herts Council (north-herts.gov.uk)

Key Requirements: Essential

desirable
Qualifications: Educated to GCSE standard or equivalent. E
Basic level certificates in Word and Excel. D

Adaptable, Inclusive,
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https://www.north-herts.gov.uk/general-responsibilities-employees

Job related experience
& knowledge:

Skills & attributes
required for the role:

Excellent keyboard skills and use of Microsoft Windows and
Microsoft Office suite of programmes.

Knowledge of Financial Regulations

Experience using computers in particular Microsoft Windows

Confident in conversing in fluent English which is sufficient to fulfil
all aspects of the role.

Willingness to communicate with a range of people
Good oral and written communication skills
Capacity to develop organisational skills

Remain calm under pressure

Accuracy and Attention to detail

Ability to understand technical problems and creative thinking
skills

Ability to relate to people at all levels

Ability to work as a member of a team

Able to use own initiative

Able to follow instruction accurately

Willingness to learn and apply that learning in the workplace
Willingness to adapt to different work roles

Basic experience of dealing with people in a polite and friendly
manner.

Organising and maintaining filing systems

Ability to prioritise tasks

Experience in an administrative role in a paid or voluntary capacity
Experience in problem solving or creative thinking

Any experience installing Operating systems and/or software

Any experience with networking

Any experience installing or setting up hardware\devices.
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Other: Self motivated
Flexible attitude to work
Maintains confidentiality

Willing to learn and undertake formal studies and attend college
as required

Some awareness of health andsafety in the work place
*E = Essential D = Desirable
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