ICT Technician

Grade 8

Desktop & Application Support

Activities

· Perform a wide range of hardware repairs and upgrades
· Detect, diagnose and resolve most PC, printer and peripheral device faults
· Follow instructions to install and upgrade client/server applications 
· Identify and install essential software patches
· Identify application compatibility issues
Knowledge

· Expert user of the majority of hardware and OS
· Expert user of desktop application software
· Confident user of client/server based applications
Server & Network Support

Activities

· Install and set basic configuration options for equipment such as switches and routers

· Install software and CDs on server, trouble-shooting installation

· Maintain hardware and software on the server

· Manage the structure of an intranet

· Set disk space and printer quotas

· Create network shares and manage access rights

· Monitor systems logs

Knowledge

· Understand role and function of network services and protocols such as DNS, DHCP and IP

· Aware of the ways in which installed applications can conflict

· Understand disk space and print quotas management utilities

· Understand access rights

Health & Safety

Activities

· Implement and make modifications to relevant Health & Safety procedures
· Undertake a risk assessment for every activity
· Advise other staff of Health & Safety aspects of proposed developments

Knowledge

· Detailed knowledge of both general and specific ICT Health & Safety issues relating to work, both for self and all potential users
Configuration & Installation 

Activities

· Design and apply a simple process to manage configuration and change within the school
· Assist in creating and implementing a structured approach to rolling out new hardware or software, including procurement, testing and assessing the needs for user training
· Manage collection of, appropriate access to, and storage of relevant data
Knowledge

· Understand the importance of a structured approach to configuration tracking

· Aware of issues relating to equipment disposal

Continuity, Maintenance & Security

Activities

· Assess and differentiate risks to key systems and develop appropriate individual system recovery procedures
· Develop a maintenance schedule
· Identify failing systems and suggest solutions
· Responsible for implementing backup and virus protection policies
· Ensure school policy on staff and pupil access to data and files is implemented
Knowledge

· Understand how service continuity means more than immediate 100% availability, and how alternatives to key systems can allow the school to continue to function at a basic level

Support Request Management

Activities

· Interpret detailed diagnostic information
· Prioritise resolution and determine whether external support is required
· Monitor and manage server logs and use them to inform developments/support 
· Produce reports from the support log to provide basic management information on the volume and nature of requests
· Allocate tasks between support staff, including recording requested, following up calls and implementing a maintenance schedule
Knowledge

· Aware of the importance of structured record keeping and reporting
· Understand which resources are available to support the ICT function, and how they might be allocated
Internal Support & Arrangements

Activities

· Assist school managers in defining an appropriate service level and support arrangements
· Collate data to inform a review process of the standard achieved by internal support staff
· Interpret and report external services response data and provisionally assess effectiveness
Knowledge

· Understand different elements of ICT services and likely support requirements
· Detailed knowledge of relevant external ICT support services and contracts
Strategy & Planning

Activities

· Identify software, hardware and working practices required to fulfil the functional specification as defined by school staff

· Plan and implement changes to elements of the ICT service

Knowledge

· Technical knowledge of a wide range of solutions
Budget & People Management

Activities

· Support the full range of financial planning for ICT, including purchase of larger items, and help to estimate future budget requirements 
· Have some supervisory responsibilities for junior staff
Knowledge

· Appreciation of the various stages in procurement, and different roles of staff
· Basic personnel management skills suited to responsibilities
Personal ICT Competences

Activities

· Expert computer user
· Actively seek to broaden knowledge and skills
Knowledge

· Can create a database that utilises web forms for accessing data and updating
· Understand function of, and can create, macros, scripts and other simple program code
· Understand how to move data between different applications using appropriate file formats
Communication Skills

Activities

· Liaise with senior staff
· Train groups of staff
· Negotiate with suppliers
· Document current policies and practice
Knowledge

· Good level of written and spoken English appropriate to the context and audience

Educational Awareness

Activities

· Read published materials about the educational use of ICT
Knowledge

· Detailed knowledge of school structure, including staffing roles and responsibilities
· Understand how ICT can enhance the teaching and learning in, and management of schools
