ROLE PROFILE

	General Details

	Job Title
	Desktop Support Technician Apprenticeship

	Vacancy Number
	VN0132/26

	Department
	IT Services

	Reporting to
	Desktop Support Team Leader

	Responsible for
	No direct reports

	Place of work
	Telford College

	Tenure
	Fixed term (18 month apprenticeship)

	Hours/FTE
	37 hours per week

	Salary
	£15,433.44

	Terms & Conditions
	Business Support – Apprentices

	DBS
	Enhanced

	Closing Date
	28/08/2026


Moral Purpose – Students first – a belief that all students can achieve and an unwavering commitment to pursue achievement for all.

The Post

The desktop support technician apprenticeship role will be supporting all users of the college’s IT systems, through ensuring that the college’s equipment is well maintained, up-to-date and ready for teaching and business operation. Providing a proactive and customer service approach to supporting the college

Main Duties and Responsibilities

· Deliver an effective and customer focused help desk: Acting as one of the first points of contact for the IT/digital support contact line, recording support requests in relevant systems and support of the end user with their query/issue. Escalating if necessary

· Respond to support calls from end users to ensure a customer focused approach detailing with support calls:

1) By phone
2) By email or support ticket
3) In person

· Supporting end users remotely, as wells as physically on the college sites.

· Assist with maintaining, managing, and updating all college hardware ensuring it remains in a serviceable and compliant condition

· Understand the general use, operationally and functionally of the Office and Office365 suite to be able to support users to access and troubleshoot, including the following systems and packages:

1) Exchange online
2) Microsoft Teams
3) OneDrive
4) SharePoint
5) Office suite (to include Word, Excel, PowerPoint and OneNote)

· Report/diagnose/record and resolve all college hardware and software faults

· Install software packages to run under college operating systems, in line with the college IT security policy

· Support the network team with testing of new software, hardware and computer images prior to cross-college roll out

· Install and test college purchased computer hardware (including Apple devices) and other peripheral devices

· Assist and support the scope and implementation of specific projects as requested by the line manager

· Maintaining the IT asset log of all equipment and undertake annual IT asset reviews and checks. Ensuring all assets entering the college are correctly recorded, amend records on any changes and support with recording of assets for disposal

· Assist with the checking and maintaining device records in Windows Active Directory and Intune MDM and using the systems to deploy software and apps.

· Assist with the issuing of portable IT equipment to end users, following the college procedures

· Support with the facilitation of AR/VR sessions through the dedicated suite, but also with portable equipment on/off the college campus

· Support with the maintenance and preparation for AR/VR sessions through the dedicated suite, but also preparing portable equipment to be used across the campus and off site
· Assist college functions, such as open evenings, enrolment, awards evenings etc.

· To undertake any other such duties commensurate with the grade of the post as may be requested of you by your Line Manager at your initial place of work or at any other premises which the Corporation currently has or may subsequently acquire.

· To know and abide by the health and safety rules within the College and be aware of good practice in the working environment.

Behaviours and Attitudes

· Proactive customer focused approach with a willingness to learn

· A commitment to maintaining the highest professional standard at all times

Other Corporate Responsibilities

· Reflect the vision, mission, aims and values of the College.

· Always strive for continuous improvement in your professional practice and delivery of outcomes.

· Participate in the College’s appraisal process and engage in continuous professional development.

· Be compliant with Data Protection Act arrangements and confidentiality.

· Identify the financial, health and safety, equality, safeguarding, confidentiality or other risks associated with the post’s sphere of responsibility and to define and take positive action to manage these risks.

· Carry out such other duties as may reasonably be required from time to time.

· Carry out all the duties in the context of the practical application of the College’s equal opportunities policy, child protection and safeguarding policy and acting responsibly at all times in order to maintain the health and safety of yourself and others.

This role profile is current as the date shown. It is liable to variation to reflect changes in the job.
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EVIDENCE KEY

PERSON SPECIFICATION


	A =
	Application

	I  =
	Interview

	R =
	References

	T =
	Test

	P =
	Presentation

	C =
	Certificate

	Or a combination




	
	Essential
	Desirable
	Evidence

	Candidates should be able to demonstrate good levels of skills in IT and previous experience working with IT packages to include Microsoft office, Office 365, Teams etc.
	
	
	A/C/I

	Hold Level 2 English and Maths (A* - C) or equivalent or willing to work towards this with Telford College.
	
	
	A/C/I

	Previous experience working in an IT environment.
	
	
	A/C/I

	Previous experience of working in as educational environment and/or with young people
	
	
	A/I

	Recent experience of working in a customer focused environment either through employment, voluntary work or work experience
	
	
	A/I

	Good interpersonal skills to enable effective communication with students and staff at all levels
	
	
	A/I

	Ability to work in a pressurised environment to strict targets and deadlines
	
	
	A/C/I

	Ability to work independently and share knowledge as part of a small team
	
	
	A/I

	Ability to prioritise a busy and diverse workload to ensue services are delivered to meet time constraints
	
	
	A/I

	Ability to demonstrate a positive, friendly and ‘can do’ attitude towards dealing with colleagues and students and resolving issues to provide excellent customer care
	
	
	A/I

	A helpful, calm and organised manner and a commitment to developing efficient process
	
	
	A/I

	Ability to demonstrate confidence and resilience when dealing with customers
	
	
	A/I

	An understanding of confidentiality and sensitive data
	
	
	A/I

	An understanding of and commitment to diversity and equality of opportunity
	
	
	A/I

	Knowledge and/or competencies of health and safety as relevant to the post and a commitment to safeguarding the health and safety of learners and others
	
	
	A/I

	Willingness to work variable hours when necessary to meet the requirements of the post which may include some weekend and evening work
	
	
	A/I



ADDITIONAL INFORMATION
Conditions of Appointment
All Appointments to the College are subject to:
· Verification of relevant qualifications
· Receipt of references considered suitable by the College
· Verification that you are legally permitted to work in the United Kingdom
· Disclosure & Barring Service (DBS) Checks
The College’s policy is to have an enhanced disclosure check for all posts. As an organisation using the Disclosure & Barring Service (DBS) to assess applicants’ suitability for positions of trust, the College complies fully with the DBS Code of Practice and undertakes to treat all applicants for positions fairly.  It undertakes not to discriminate unfairly against any subject of a Disclosure on the basis of conviction or other information revealed.  The College has a written policy on the recruitment of ex-offenders which is available from Human Resources.
Equality and Diversity 
The College is an equal opportunities employer and encourages applications from all sections of the community.
The College welcomes applications from persons with disabilities and will interview any person with a disability who meets the essential criteria for the role as outlined in the person specification.
Safeguarding
The College is committed to safeguarding and promoting the welfare of children, young people and vulnerable adults and expects all staff to share this commitment. 
Location
The postholder will be required to carry out their duties on any of the College premises.
Our vision
“To be an outstanding educational provider for our community, ensuring that students achieve positive outcomes aligned to high aspirations, and through collaborative engagement, support employers to have the required skills to develop and grow their workforce.”
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