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IT Services is responsible for providing, developing and maintaining the University’s central IT infrastructure which includes:

· the campus data network, telephone system, external network connections and data centres
· a general-purpose computing service for the students and staff of the University
· corporate information systems for the administrative units 
· specialist advice and support for academic and administrative computing
IT Services offers comprehensive computer, telephone and audio visual services to all students and staff at the University of St Andrews and also manages reports of hardware faults and requests for advice on the use of computing service systems via our IT Service Desk.

The Unit aims to provide a contemporary and integrated technological environment, which sustains and strengthens the University's ability to deliver its strategic objectives, facilitating collaboration, world-class teaching and research, and efficient business processes. We want to deliver an environment which will support students, researchers and academics by providing an empowering platform and functionality for knowledge creation and exchange.

IT Services is headed up by the Chief Information Officer (CIO) and has approximately 95 staff.

Our areas of focus are:

· CIO's office, which includes the Business Transformation Portfolio Office, Data Transformation, ICT Resources and Security.

· Service Delivery, responsible for the University’s IT Service Desk, IT/AV support, campus card services and business relationship management.
· Infrastructure, responsible for the management, support and development of the hardware and software infrastructure, including the University network and data centres. 

· Enterprise Applications and Software Development, which provides service management for enterprise applications in addition to in-house application development, business intelligence and integration services in support of transformational projects across the University.

Within Service Delivery, the IT/AV support team provides support and guidance to users of the University managed computer and audio-visual environments, including installation of both standardised and bespoke operating system builds and on-going maintenance and fault finding, together with deployment and roll out of new developments. The team also support university and external events and conferences, through the provision of filming services, including live streaming.  
The successful candidate will have the necessary educational qualifications, experience of coordinating technical projects and installations, technical knowledge, and exceptional interpersonal skills to provide support and play a full part in the work of the IT/AV support team. 

This post forms part of the Service Delivery Team. Members of staff are encouraged to keep their skills up to date and to share knowledge and expertise freely with their colleagues both within IT Services and across the University.
The job description for this role is attached below
	Job Description




	Job Title: Senior IT/AV Support Technician 

School/Unit:  IT Services
Reporting to: IT/AV Support Supervisor
Job Family: Technical and Experimental


	Working Hours: Full time / 36.25 hours per week

Grade/Salary Range: Grade 5 / £27,511 - £32,816 per annum
Reference No: TG1214NB
Start Date: As soon as possible



	Main Purpose of Role


To provide technical support in the delivery of a responsive, customer focused 2nd line IT and AV support service.

The role holder will be responsible for the 2nd line support of a wide range of end user technologies, audio visual equipment, software applications and corporate systems as well as providing technical support for internal & external events and specialist teaching facilities.

	Key Duties and Responsibilities


1. Monitor the IT Service call management system for new incidents and service requests, processing based on priority and urgency.

2. Responsible for providing second line support of a wide range of desktop, laptop, mobile, printing, audio-visual, audio/video conferencing, media and telephony technologies as well as standard software applications and corporate systems and services.

3. Responsible for providing expert technical support for internal and external events and specialist teaching facilities.

4. Responsible for efficiently and effectively resolving all IT/AV incidents and service requests assigned to the relevant team.

5. Provide filming and live streaming support services for University events.

6. Provide remote and in-person second line support for IT/AV equipment and multimedia technologies in Learning and Teaching spaces, with a focus on a fast, efficient resolution.

7. Provide routine maintenance for all IT and AV equipment in Learning & Teaching spaces.

8. Build, image and configure various PC and Mac hardware devices.

9. Using remote monitoring tools, provide a proactive support service for AV and Printing systems.

10. Support the effective delivery of client operating systems and various software applications for students and staff.

11. Participate in operational activities relating to the refresh of staff and student PCs and audio-visual technology.

12. Co-ordinate specific projects as advised by IT/AV Support Supervisor. 

13. Contribute significantly to ensuring service and operational level agreements, service standards and agreed customer satisfaction levels are achieved and where possible exceeded.

14. Maintain a high degree of customer service for all support incidents & service requests and adhere to best practice IT Service Management principles.

15. Promptly & appropriately escalate complex incidents which cannot be resolved to senior colleagues and/or third line support teams.

16. Write & maintain procedural documentation to assist the IT Service Desk team with effective and efficient resolution of common incidents.

17. Liaise, communicate and collaborate with other colleagues within IT Services to provide a seamless customer journey.

18. Participate in internal/external networks to identify best practice and be proactive in championing ideas that lead to improved service provision and customer satisfaction.

19. Perform such duties consistent with your role as may from time to time be assigned to you anywhere within the University.

20. Undertake continuous personal and professional development.

You will be required to participate in providing support for University events and systems during evenings, weekends and holiday periods. 

Please note that this job description is not exhaustive, and the role holder may be required to undertake other relevant duties commensurate with the grading of the post.  Activities may be subject to amendment over time as the role develops and/or priorities and requirements evolve.  
	Person Specification


This section details the attributes e.g. skills, knowledge/qualifications and competencies which are required in order to undertake the full remit of this post.

	Attributes 
	Essential
	Desirable 
	Means of Assessment

(i.e. application form, interview, test, presentation etc)

	Education & Qualifications 

(technical, professional, academic qualifications and training required)
	Educated to HNC or HND level (or equivalent) in Information Technology, Audio Visual or related subject 


	Educated to degree level in Information Technology, Audio Visual or related subject


	Application Form

	Relevant Experience 

(examples of specific experience sought) 
	Experience delivering support in an IT/AV environment
Experience of coordinating IT/AV installations or similar type projects


	Experience of working within a Higher Education environment
Experience of AV programming

Experience of filming/editing and providing live streaming services


	Application Form

	Knowledge, Skills & Abilities 

(e.g. effective communication skills, initiative, budget management, flexibility, leadership etc)   


	Customer focused with excellent communications skills

Ability to understand and know how to deliver a good customer service
An interest and enthusiasm for IT/AV, with strong desire to help others solve problems
Good technical grounding or ability to quickly absorb and develop technical understanding of operating systems and applications

Capacity to learn procedures and practices
Ability to work openly and cooperatively with others

	Experience supporting junior members of staff or apprentices  
	Assessed at Interview



Essential Criteria – requirements without which a candidate would not be able to undertake the full remit of the role.  Applicants who have not clearly demonstrated in their application that they possess the essential requirements will normally be rejected at the short-listing stage. 

Desirable Criteria – requirements which would be useful for the candidate to hold.  When short listing, these criteria will be considered when more than one applicant meets the essential requirements.
	Other Information  


We encourage applicants to apply online at www.vacancies.st-andrews.ac.uk/welcome.aspx, however if you are unable to do this, please call +44 (0)1334 462571 for a paper application form.  

For all applications, please quote ref:   TG1214NB
The University is committed to equality for all, demonstrated through our working on diversity awards (ECU Athena SWAN/Race Charters; Carer Positive; LGBT Charter; and Stonewall).  More details can be found at http://www.st-andrews.ac.uk/hr/edi/diversityawards/.

The University is committed to equality of opportunity.

The University of St Andrews is a charity registered in Scotland (No SC013532).
	Obligations as an Employee   


You have a duty to carry out your work in a safe manner in order not to endanger yourself or anyone else by your acts or omissions.   

You are required to comply with the University health and safety policy as it relates to your work activities, and to take appropriate action in case of an emergency.
You are required to undertake the Information Security Essentials computer-based training course and adhere to its principles alongside related University Policy and Regulations.
You are responsible for applying the University’s equality and diversity policies and principles in your own area of responsibility and in your general conduct.

You have a responsibility to promote high levels of customer care within your own area of work/activities.

You should be adaptable to change, and be willing to acquire new skills and knowledge as applicable to the needs of the role.  

You may, with reasonable notice, be required to work within other Schools/Units within the University of St Andrews.

You have the responsibility to engage with the University’s commitment to Environmental Sustainability in order to reduce its waste, energy consumption and carbon footprint.
	Who Are We? St Andrews At a Glance   


Third oldest university in English speaking world

Consistently ranked one of the UK’s top five universities
Award-winning teaching quality and student experience
Top in UK for student satisfaction
Research-intensive – ranked 14th in UK Research Excellence Framework
Athena Swann Bronze Award holder
Strategy founded on ambition to be World-Leading, Diverse, Global, Entrepreneurial and Socially Responsible.
Over 9000 students and 2500 staff

Highly international – over 45% of students and staff are from outwith the UK

A non-campus university, closely integrated with the ancient town of St Andrews

Top quality sports, music and nursery facilities for staff and students 

Committed to sustainability and a pioneer of green energy solutions
	The University & Town 




Founded in the early 15th century, St Andrews is Scotland’s first university and one of the oldest in the world. 

Situated on the east coast of Scotland and framed by countryside, beaches and cliffs, the town of St Andrews was once the centre of the nation’s political and religious life.

Today, it’s a vibrant academic town with a distinctively cosmopolitan feel where students and university staff account for more than half of the local population.

The University of St Andrews is a diverse and international community of almost 12,000 students and staff, typically of over 140 nationalities. It has over 9000 students, just over 7,000 of them undergraduates, and employs approximately 2,500 staff - made up of c. 1,190 in the academic job families and c 1,350 in the non-academic job families.

Under the leadership of current Principal Professor Sally Mapstone, the University’s Strategy (2018-23) is to broaden its global influence, become more diverse and consolidate its long-held position amongst the top five universities in the UK.

The plan sets out St Andrews’ ambitions to grow its international profile, champion diversity and inclusivity, expand its portfolio of world-leading research, develop stronger links with industry and embed a new culture of entrepreneurship among students and staff.

It also places social responsibility at its heart, with a pledge to manage growth in student numbers, foster a growing culture of sustainability and pursue a research and teaching agenda for the wider public good.

The University is one of Europe’s most research-intensive seats of learning. In the Research Excellence Framework (REF) 2014 it was ranked top in Scotland for quality of research output and one of the UK’s top 20 research universities.

St Andrews is consistently held to be one of the United Kingdom’s top five universities in university league tables compiled by The Times and The Sunday Times, The Guardian and The Complete University Guide.

It has frequently been rated the leading university in Scotland for teaching quality and academic experience, and in the National Student Survey 2018/19 was the leading mainstream UK university for student satisfaction.



In international and world rankings St Andrews scores highly for teaching quality, research, international outlook and citations. It is currently a World Top 100 institution in the QS World University Rankings 2019.



St Andrews’ reputation for teaching, research and student satisfaction make it one of the most sought-after destinations for prospective students from the UK, Europe and overseas. 

The University typically averages 12 applications per place and has not offered Clearing places for over a decade. St Andrews has highly challenging academic entry requirements to attract only the most academically potent students in the Arts, Sciences, Medicine and Divinity. 
St Andrews holds an Institutional Athena SWAN Bronze Award, while the Schools of Biology, Physics & Astronomy and Psychology and Neuroscience have achieved Athena SWAN Silver Awards. 



