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Viewpoint Housing Association (VHA) is a registered non-profit making organisation providing a range of general needs housing, supported housing and care services for older people in Edinburgh, the Lothians and Fife. With an annual turnover in excess of £18m, we own 1340 properties across the areas with two care homes in Edinburgh 
Established in 1947, our primary objective is to improve the quality of life and well-being of our tenants and care home residents through promoting independence, enabling choice and offering peace of mind in a safe, secure and supported environment. VHA’s continued strong financial performance provides the platform on which we will invest in homes that are fit for the future, fuel efficient and are the best achievable standard whilst remaining affordable. 

Our customers are at the heart of what we do and we are creating a culture of continuous improvement in the services we deliver and we want them to choose us as their preferred landlord and care home provider.

	
                  JOB DESCRIPTION



	Job Title
	IT Support Officer

	Reports To
	IT Manager

	Department/Section
	Business Support

	Location
	Head Office, 4 South Oswald Road, Edinburgh

	Date
	March 2023


	Job Purpose 


	Reporting to and working alongside the IT Manager you will be an integral part of VHA’s IT Team. You will directly contribute to the ongoing development of our ICT systems and services with particular emphasis on providing proactive and effective support to all staff and stakeholders.
You will be naturally customer focussed and have a 'can do' attitude to ensure that our customers’ experience of our service remains positive.  You will understand the importance of working with our partner agencies to achieve great outcomes.
You will be able to work with colleagues from a variety of backgrounds with an approachable and solution-oriented style; keen to support and drive the development of a positive working culture across the organisation and able to represent the organisation in all that they do.



	Key Responsibilities


	· Work as part of the IT team to support, maintain, update and improve our server and network infrastructure, ensuring our physical infrastructure remains up-to date, reliable and secure.
· Work as part of the IT team to maintain, support and manage all client devices including: thin clients, Android and iOS tablets, VOIP and mobile telephones. Ensuring our client devices remain up to date, reliable and secure.
· Work as part of the IT team to maintain, upgrade and improve all software systems and services.  Ensuring that Viewpoint gets the best possible value out of the systems while maintaining an excellent working relationship with our external providers, staff and stakeholders.
· Manage user access, licensing and permissions to all our software systems in line with our ICT policies and procedures.

· Ensure the continuous availability of business critical systems through monitoring, support and maintenance of all severs and the hosted disaster recovery service.

· Help support the IT Manager to develop and implement a plan for the replacement of our on-site servers and the streamlining of our software systems.
· Working closely with the IT Manager, you will have input into the planning, managing and forecasting of the IT budget and the IT strategy.
· Work with the IT Manager to raise IT orders and process invoices for payment, ensuring that systems are always licenced and supported.  
· Work as part of the IT team to improve how the company manages documents and how staff collaborate using  Microsoft Sharepoint and Teams.  
· Work as part of the IT team to achieve and maintain Cyber Essential / Cyber Essential Plus accreditation.
· Work as part of the IT team to improve business reporting through the use of SQL Server Reporting Service or writing specifications to be implemented by our providers.
· Produce and maintain relevant IT documentation that enables knowledge to be transferred to others in order that they understand the environment and enables others to support it.
· Work as part of the IT team to ensure that the ICT asset register is maintained.

· Manage projects appropriate to level and to provide ICT services to other projects at VHA as directed.
· Provide cover for the IT team to ensure the service continues to be provided to agreed standards.
· Work alongside our external support provider and other members of the IT team to handle Service Desk calls by recording, managing and responding to incidents and requests to agreed standards and time scales.
· Identify trends in Service Desk incidents with a view to solving root causes and regularly reporting any risks to the IT Manager.
· Be proactive and willing to escape the desk to meet with staff and stakeholders in person to resolve Service Desk calls, discuss issues, explain functionality and provide solutions.  
· Assist in the identification of ICT training needs and the provision of guidance and training to VHA staff as required (including during staff induction).
· Undertake any other duties within the scope of this job description, at your normal place of work or at any other of VHA’s establishments.


	Additional Responsibilities



	Within organisational policies and delegated authority be responsible for:

· Assessing and managing risk as it relates to the team objectives
· Undertaking organisational training as required, including Health and Safety, GDPR compliance and safeguarding etc.
· Contribute to the continuing review and compliance with all relevant policies and procedures.
· To provide additional cover within the team as requested when necessary.


	Viewpoint’s Behaviours – you are expected to live our workplace behaviours:



	· Be a role model for staff and stakeholders, showing energetic, determined, flexible and   positive leadership that will support our organisational aims and outcomes.
· Adopt a flexible leadership style with the ability to challenge as appropriate and able to give and receive constructive feedback.

· Embed a coaching culture within your areas of responsibility that upholds the values of the organisation.

· Provide clear, authoritative and impartial advice and interpretation of complex situations.
· Continuously monitor your area of responsibility and identify areas for improvement and organisational learning.




	Viewpoint’s Values – you are expected to live our workplace values:


	· Inspire with positive smiles and words. 

· Say ‘yes I can and I will’.

· Celebrate age, experience and wisdom. 

· Do according to our customers’ wishes and ambitions. 

· Treat people (everyone is a VIP) as we would a “loved one”.

· Work hard, have fun and laugh.

· Stay courageous, creative and ahead of the game.

· Work with those that share our values.




	PERSON SPECIFICATION

IT Support Officer
	Value of Criteria
	Assessed at

	
	Essential
	Desirable
	Application
	Interview
	Test
	Presentation

	QUALIFICATIONS & EXPERIENCE
	 
	
	
	
	
	

	A qualification in an ICT related subject and or at least 2 years’ proven experience in a similar role.
	(
	
	   (
	   (
	
	

	Evidence of continuing professional development.
	  
	(
	   (
	   (
	
	

	High levels of proficiency in supporting Microsoft Office applications; Microsoft desktop and Server operating systems and Desktop architecture, networks and peripherals.
	(
	
	   (
	   (
	
	

	Recent experience of working with networking.
	
	(
	(
	(
	
	

	Experience of working with thin clients and virtual desktops.
	
	(
	(
	(
	
	

	Experience of working in a distributed systems environment.
	
	(
	   (
	   (
	
	

	Experience of supporting SQL based systems.
	
	(
	
	
	
	

	Able to demonstrate experience of developing and maintaining constructive and positive working relationships both internally and externally.
	(
	
	
	
	
	

	Experience of working in the not for profit / charity sector.
	
	
	
	
	
	

	KNOWLEDGE, SKILLS & ABILITIES
	
	
	
	
	
	

	Good working knowledge of and ability to seek out new and innovative ways of working which improve services to customers to achieve measurable results and continuous improvement.
	(
	
	(
	(
	
	

	Detailed operational knowledge of systems/equipment relevant to role.
	(
	
	(
	(
	
	

	Sound knowledge of Data Protection legislation/procedures/best practice.
	
	(
	(
	(
	
	

	Excellent verbal, written and presentation communication skills and the ability to work effectively with a range of stakeholders and convey complex information simply and clearly.
	(
	
	
	
	
	

	Excellent office/IT skills in relevant software. 
	(
	
	(
	(
	
	

	Strong organisational and administrative skills, ability to prioritise.
	(
	
	(
	(
	
	

	Proven problem solving and planning capability with creative skills and the ability to meet deadlines.
	(
	
	(
	(
	
	

	Self-directed, results driven and able to multi-task in a fast-paced, dynamic environment with continued attention to detail.
	(
	
	(
	(
	
	

	Ability to deliver excellent levels of customer service at all times.
	(
	
	(
	(
	
	

	Ability to build confidence and motivate and improve performance and foster a supportive culture.
	
	(
	(
	(
	
	

	Ability to network, build relationships and create successful partnership working opportunities.
	
	(
	(
	(
	
	

	Ability to deliver change using range of influencing, negotiation, facilitation, procurement and process skills.
	
	(
	(
	(
	
	

	Ability to prepare, manage and monitor budgets.
	
	(
	(
	(
	
	

	VALUES & ATTITUDES
	
	
	
	
	
	

	Ability to demonstrate a commitment to Viewpoint’s values and behaviours
	(
	
	
	(
	
	

	Takes responsibility for professional development and training to support this
	(
	
	(
	(
	
	

	Team player with a positive ‘yes I can and I will’ attitude
	(
	
	
	(
	
	

	Proactive and flexible approach
	(
	
	
	(
	
	

	OTHER CONSIDERATIONS
	
	
	
	
	
	

	Willing to be flexible in working hours and able to travel as required.
	(
	
	(
	(
	
	

	Valid driving licence and access to own transport.
	 (
	
	(
	
	
	


