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DEPARTMENT:	ICT
JOB TITLE:	ICT User Support Training Officer
POST NO:	CT051
SALARY:	£32,597 - £35,863

What is the role?

We need you to assist with providing guidance, support and training for users of all corporate application and systems. 

In addition to carrying out some of your usual operational and process work, examples of duties you will be required to carry out are:

· Engage with service users to help them feel confident in using the system and helping them use it in the most effective way. 
· Design and develop comprehensive training programmes and materials for various ICT systems and applications, with a specific focus on Microsoft 365.
· Deliver training sessions, both in-person and virtually, to employees or clients on ICT systems and applications.
· Collaborate with management and employees to identify skill gaps and training requirements.
· Maintain detailed records of training activities, participant progress, and feedback.
· Gather user experiences to continuously improve the usability and functionality of ICT systems
· Stay current with developments in ICT training methodologies and technologies, particularly Microsoft 365.
· Actively promote the benefits and features of Microsoft 365 applications to enhance adoption and effective use across the organisation
· Answer telephone queries and emails from service users experiencing routine problems.
· Assist with the allocation of support requests to appropriate members of the team
· Send out training invitations, maintain training logs and sort out the logistics of all the training sessions.
· Design procedure and reference manuals / web pages for service users to refer to and keep these up to date as new tips and processes come along.
· Carry out the ICT induction of new employees
· Keep up to date systems such as the software licensing record system and asset management database
· Keep up to date on system developments and initiatives arising internally in order to advise service users accordingly – including the use of regular update and reminder communications.
· Providing office cover on rota basis 


You will be expected to work flexibly and help and support other team members as needed. You will need to keep on top of your workload and at times update your managers on progress.
Who is the Person?

It is important to us that you have:
· Excellent ICT, written and verbal communication skills 
· An excellent and reassuring telephone manner 
· A customer focussed approach – both internally and externally
· The ability to empathise with and appreciate the needs of service users
· The ability to work as part of a team.
· Time management skills and flexibility to deal with changing priorities.
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Our policy is to make adaptations for those who have substantial and long term disabilities.  If you need an adaptation to carry out any of the above please let us know.
