WEST YORKSHIRE FIRE & RESCUE SERVICE

JOB DESCRIPTION.
	POST TITLE: ICT Technical Support Manager.
	

	GRADE:  8.
	

	RESPONSIBLE TO: ICT Operations Manager.
	

	RESPONSIBLE FOR: Second Line ICT Engineers and Technicians . 
	

	PURPOSE OF POST: To ensure that ICT Service delivery meets agreed KPI’s and positive Customer Experience is achieved. To coordinate the work of the Second Line ICT Engineers and Technicians team across the Authority. Coordination of technical escalations and systems maintenance. To manage, lead and develop a multi skilled and diverse technical support team. 
	


MAIN DUTIES AND RESPONSIBILITIES.
1. Monitor, maintain, uphold and successfully deliver the ICT Service Level Agreement (SLA) within the Authority; ensuring team cover is in place to deliver against service hours.  
2. Ensure that all requests for ICT support, services or resources are dealt with according to set, agreed and documented standards/procedures, ensuring compliance with ITIL processes. 

3. Manage and lead the work of the multi skilled, diverse Second Line ICT Engineers and Technicians team including team rota, line management activities and leading and motivating the team as required. Lead the team in offerering technical support across challenging working environments and multiple geographical locations including conflicting deadlines set by operational or financial requirements outside the control of ICT.
4. Undertake the ITIL roles of Problem Manager and Technical Analyst/Architect for areas of responsibility. Analyse and identify trends in re-occurring technical faults, co-ordinate the Problem Management process to identify route causes often within complex chains of events. Undertake other ITIL roles as required.
5. Work closely with other departments and external contractors in relation to supporting equipment on various platforms and in varying and challenging environments, including frontline operational appliances and vehicles, remote locations for mobilising paging facilities and supporting operational equipment when required.
6. Manage and lead a team that supports critical, highly available, emergency response and mobilising equipment. Liaise with other Authority departments and outside organisations and contractors to maintain the fluid operation of the physical equipment and supporting software that contributes to the mobilising of emergency fire appliances and individual fire fighters or officers. Including but not limited to MDT’s (Mobile Data Terminals, station turnout systems and the integration of these systems into other equipment such as PA, electrical and strobe activators and relay interfaces. Offer work around solutions or alternatives in the event of equipment failure.
7. Responsibility for coordinating technical support of all end user devices across the authority, including but not limited to desktops/laptops, mobile devices, radio equipment, ICT operational equipment, emergency response paging equipment and telephony systems. 
8. Responsible for authorising department expenditure within an agreed limit set by the ICT Operations Manager including expense claims, out of hours time/pay and expenses, procurement and purchasing of supplies.
9. Design, planning and coordination of ICT systems maintenance plans and policies.
10. Create, maintain and update Authority policies, procedures and guidelines in relation to ICT technical areas in the relevant technical field.
11. Provide hands on technical and ICT service support when required to supplement the successful delivery of service including supporting/undertaking the work of team members as required. 
12. Lead on and contribute to ICT projects including active engagement with the Authority’s ICT Strategy. 

13. Provide support to and deputise for ICT Operations Manager when required and in line with other ICT managers. Provide support to and deputise for ICT Department supervisors/managers when required. Support and consult with other supervisors/managers within the organisation.
14. Be an active member of the ICT management team, contributing, decision making and assisting in steering the department along with other ICT managers. 

15. Willingness to participate in the Authority standby scheme as required
Second area:

2.1 To Implement and promote the Authority’s:

a. Health and Safety policies
b. Equality and Diversity policies
c. Information Security Management System policies
d. Safeguarding policies.
2.2 To demonstrate and uphold the service values and to promote the organisation in a positive manner.
2.3 Responsibility for ensuring any data produced in relation to the post is accurate and current.
2.4 Undertake any other duties commensurate with the grade of the post as directed by line management.
PERSON SPECIFICATION/SHORTLISTING CRITERIA.
In order to be shortlisted for the post you will need to demonstrate your ability to meet the requirements of the role by giving clear, concise examples of how you meet each of the following person specification criteria on your application form. On your application form please list or number the competency criteria against which you are providing evidence/examples.

You will only be shortlisted from the details in the application form if you meet all Essential criteria, i.e. items you must be able to do from day one to be able to perform the role. If a large number of applications are received, only those who also meet the Desirable criteria will be shortlisted, i.e. criteria you need to undertake the role, but which could be learnt during training.

There may be some criteria that are identified through ‘Selection Process’ only. You will only be assessed on these criteria during the selection process and not from your application form, this may involve tests, presentations, interview etc.

	 
	Experience.
	Essential/ Desirable.
	Where Identified.

	1
	Significant experience of working with or leading an ICT technical team.
	Essential
	Application & Selection Process

	2
	Experience of managing competing priorities and dealines. Delegating effectively to achieve the end goal and meet expectations.
	Essential
	Application & Selection Process

	3
	Demonstrable experience of customer relationship management including dealing with compliments and complaints.
	Essential
	Application & Selection Process

	4
	Specific knowledge and interest in some or all of the following areas: Windows server 2012/2016 , VMware/Virtual Server Environments, LAN & WAN Networking technologies, communications principles, Data & Information Management.
	Essential
	Application 


	5
	Experience of working with communications technologies such as phone systems – including mobile/landline/VOIP, analogue/digital radios and alerting systems.
	Desirable
	Application & Selection Process

	6
	Experience of working in the public sector – preferably a blue light service.
	Desirable
	Application 



 
	 
	Education and Training.
	Essential/ Desirable.
	Where Identified.

	7
	Formal qualification in team leadership/supervision or equivalent relevant experience. 
	Essential
	Application & Selection Process

	8
	Educated NVQ Level 5 in a computer related subject or have the equivalent relevant training and/or experience to demonstrate .
	Essential
	Application

	9
	ITIL Practitioner certified or ability and willingness to undertake this qualification.  
	Essential 
	Application

	10
	Certification of appropriate professional technical qualification relating to Microsoft Server, Virtual Environments or Networking Technologies or equivalent relevant experience.
	Essential
	Application Form &

Selection Process

	11
	Certification of appropriate professional technical qualification relating to communications systems or equivalent relevant experience.
	Desirable
	Application & Selection Process



 

	 
	Special Knowledge and Skills.
	Essential/ Desirable.
	Where Identified.

	12
	Ability to analyse complex data/information and produce reports on areas such as SLA performance and KPI delivery.  
	Essential
	Application Form & Selection Process

	13
	Signifiant experience of coordinating and organising priorities, working to dealines and training/development of team members. Setting of objectives or tasks for individuals and a team.
	Essential
	Application Form & Selection Process

	14
	Ability to communicate effectively both verbally and in writing. Experience of creating factual reports and demonstrating the communication of information through presentations and verbal or in person demonstrations. 
	Essential
	Application Form &

Selection Process

	15
	Experience of working within a customer focused environment. Being able to deliver a service, negotiate on conflicting situations in a professional manner with the focus on achieving a desired outcome.
	Essential
	Application Form & Selection Process 

	16
	Take a technical lead when required, both in day to day tasks and project work. 
	Essential
	Application Form & Selection Process 

	17
	Management of external suppliers and contractors as required. Lead and participate in the development/problem solving teams as needed.
	Essential
	Application Form & Selection Process

	18
	Demonstrate an understanding of the importance of equality and diversity to WYFRS as an employer and service provider.
	Essential
	Selection Process Only

	19
	Demonstrate an understanding of and ability to implement Health & Safety at work. 
	Essential
	Selection Process only

	20
	Demonstrate commitment to good data quality within all areas of work.
	Essential
	Selection Process only

	21
	To hold and maintain a current full valid car driving license.
	Essential.
	Application & Selection Process.


Date updated July 2018.
Grade updated following pay assimilation Jan 2020.
Grade updated following new pay and grading scheme September 2022, Grade 7.
Grade revised following re-evaluation January 2023, Grade 8.
