	Date:

	Aug 2025 


          

JOB DESCRIPTION & PERSON SPECIFICATION

	Post title:
	KDS Support Technician
	Comment by Fiona Greig: Post title changed during initial KDS consultation 
	Post number
	

	Faculty/Service:
	Knowledge & Digital Services

	DBS check required:
	N

	Employee Category:
	Professional Services

	Grade:
	5

	Post responsible to:
	Head of Knowledge & Support 


	Post/s responsible for:
	None





	Job purpose

	Delivery of 2nd line technical support and providing support to Technology for Teaching and Estates and Facilities Management around provisioning appropriate equipment and office moves / projects. 




	Main duties and responsibilities

	Prioritises and diagnoses incidents according to agreed procedures.


	Investigates causes of incidents and seeks resolution. Develop knowledge base information for use in self-help and by the 1st line team to reduce future calls. Identify digital skills development requirements and “commission” these from the Digital Skills Developers

	Escalate unresolved incidents with the relevant team in 3rd Line Teams, ensuring the customer is always updated on progress.


	Support customers to recover content, services etc. following resolution of incidents (as required).


	Update information on assets on relevant systems

	Document and close resolved incidents according to agreed procedures in line with the Departments commitment to Customer Service Excellence.


	Any other duties as may be reasonably required.





	General information

	It is anticipated that this job description will change over time in accordance with the needs of the role.  The role holder will be fully consulted on any proposed amendments.

We delight in diversity in our workforce and seek those that share this value




	PERSON SPECIFICATION


	The person specification details the attributes that the successful post holder requires to enable them to succeed in this role.  

Each of the attributes are designated as either essential (E )E) or desirable (D).  

In order to be shortlisted for interview, your application needs to demonstrate that you meet all of the essential (E )E) attributes and as many of the desirable (D) attributes as possible that are being assessed at application (A) stage.

(I = interview, P = presentation, T = test)



	ATTRIBUTES
	ESSENTIAL or DESIRABLE
	ASSESSMENT AIPT

	EDUCATION/TRAINING
	 
	 

	Degree level
	D
	A

	Membership of appropriate professional body
	D
	A

	EXPERIENCE
	 
	 

	Undertaking some level of IT support
	E
	A, I

	Supporting MS Office tools and environments
	E
	I

	Supporting people in an educational environment
	D
	A, I

	Supervising project or casual junior staff
	D
	A, I

	KNOWLEDGE
	 
	 

	Microsoft OS and Applications / software
	D
	A, I

	Apple Os and Applications / software
	D
	A, I

	Specialist educational tools
	D
	I

	SKILLS/ABILITIES
	 
	 

	Good communication skills (face to face, phone and written)
	E
	I, T

	Great customer service skills
	E
	I, P

	Calm when working with customers
	E
	A, I, T

	PERSONALITY
	 
	 

	Creative problem solver
	E
	I

	Deal with multiple strands of activities in a continuous improvement environment
	E
	I

	Approachable
	E
	I

	OTHER
	 
	 

	Demonstrate commitment to University Values
	E
	A, I
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