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 Job Description
key information
	Post:
	IT systems and Support Analyst (fixed term) 

	Salary & Hours:
	36 hours per week, Monday to Friday

28 days holiday + bank holidays, fixed term for one year

£26,692 to £29,354, dependent on experience

	Responsible to:  
	IT Manager


JOb purpose
Action for Carers has a number highly skilled employees who interact with Surrey’s unpaid carers giving them support and advice. The teams are predominantly using Office 365 tools to do this – this role is to support and assist them in a wide range of technical issues and activities so that they can concentrate on helping those in need.

Assisting the IT manager, the role will involve a mixture of tasks from trouble shooting data/technical issues; Medium sized analysis and small development around the systems; Training; Local hardware configuration; liaison between the outsourced network providers and general IT questions and solutions. We are a small charity, in this varied role you will be involved in a range of tasks from the more detailed to low level assistance to the user base (around 88 users).

As well as helping the IT manager to drive change and deliver efficiencies, the main part of the role will be in supporting the business whether that be in how to use the carer database; email issues; phone or laptop problems and office tools.
Our systems and solutions are not complex and as such, this role is not a highly technical role but one where you must bring along practical experience and know-how, in order to build a rapport and trust with the business teams.
mAIN DUTIES AND RESPONSIBILITIES
The main responsibilities to be assigned by the IT manager will include, but not be limited to the following
Data
· Build and run data reports around the Database and CRM system

· Data analysis and statistics for senior staff

· Analyse and develop changes to the database / CRM system

· Assist with running audits of data to ensure integrity and accuracy, e.g. identifying and resolving duplicate records, compliance with retention dates.

· Assist with setting up new databases requirements, for example fundraising.

IT Support/Assistance
· General help on password reset, file server, email queries

· Coordinate between staff and our IT support company on IT matters
· Point of contact for staff with database / CRM queries. 

· Carry out IT and Database induction and training to current and new staff.
· Problem solve and retrain staff where appropriate to ensure correct data entry processes are used
· Create written guidance notes for staff.
· Supporting employees to use the IT and VOIP telephone systems more effectively.

· Monitor and advise on GDPR matters 

IT Maintenance

· Monitoring of technology contracts and bills
· Laptop/Desktop and phone configuration

· File server housekeeping
Support Services Function

· To complete other duties reasonably assigned to you which facilitate the smooth running of the support services function and our offices at Astolat.

General

· To attend and pro-actively contribute to team meetings, individual supervisions with line manager and internal communication meetings.

· To ensure all work meets current legislative requirements, good practice and is line with ACS policies and procedures, in particular to understand the responsibilities in the role in relation to confidentiality and data protection. 
· Complete other duties reasonably assigned to you,
 Personal Specification
Person specification
	Experience
	Essential or Desirable

	A Demonstrable  and comprehensive work history resolving IT and database matters 
	Essential

	Experience of working in a charitable, voluntary or SME organisation
	Desirable

	Demonstrable experience of handling a variety of technical enquiries in a busy environment
	Essential

	Knowledge and experience in the use of Microsoft Word, Outlook & Excel, and databases.
	Essential

	Experience and understanding of IT and mobile phone equipment and hardware
	Essential

	Demonstrable experience with either providing one to one coaching or training staff
	Desirable

	Demonstrative experience in collating, analysing and reporting on data 
	Essential

	Education & knowledge
	Essential or Desirable

	A professional understanding of data protection and confidentiality issues
	Essential

	Knowledge of CRM Packages


	Desirable

	Medium level of SQL coding
	Essential

	Experience of code writing in VBA at a minimum
	Essential

	Abilities 
	Essential or Desirable

	Ability to listen effectively
	Essential

	Ability to communicate effectively both written and verbally     
	Essential

	Ability to give effective presentations/training to stakeholders
	Essential

	Ability to adhere to work plan, to work to deadlines and use time effectively
	Essential

	Personal qualities
	Essential or Desirable

	Ability to use own initiative and work without direct supervision
	Essential

	A flexible approach to working as a team player
	Essential

	Ability to communicate to all staff levels with patience, calmness and professionalism 
	Essential
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