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	For HRU use only
	Ref: 3364


	Directorate
	

	Section/Location
	Commercial and Business Redesign

	Post Title
	Information Systems Training Officer

	Permanent/Temp
	Fixed term until 31st Dec 2018

	Grade
	Grade 7 

	Responsible to
	Information Systems manager

	Responsible for
	

	Job Purpose

	· Improve the ICT competencies of end-users
· Provide ICT system support/training using the most appropriate method 

· Enable service team customers to make the  best use of their systems
· Assist with service improvement and initiatives to improve customer insight and self service
· To support the priorities within the Information Systems Team, and Council,  ICT strategies

	Job Content

	1. Provide technical ICT system training to Council staff and partners, ensuring a level of competency which enables secure and effective working with minimal error rates and follow-up work
2. Provide awareness training to end-users, aimed at improving their understanding of what the systems they use are capable of, and what they contribute to the Council’s wider information management needs and ambitions

3. Ensure that end-users are aware of their information governance and security responsibilities, so that the risk of inappropriate use of sensitive personal data is minimised.
4. Provide ongoing, daily telephone and one-to-one support to end-users around the full range of ICT systems used by customers, and resolve complex queries in a way that minimises the need for subsequent requests for assistance
5. Identify frequently occurring problems and errors, and adapt or formulate training solutions to address them.

6. Develop training solutions across all available media – including written guidance; on-line templates and assistance; etc – aimed at continually improving the effectiveness of training. 
7. Assist with the scheduling and implementation of system upgrades, and mitigate the impact on end-users via the preparation of appropriately timed, additional training and support
8. Assist with the set-up and ongoing maintenance of user-groups, service super-users, and other initiatives aimed at maintaining high levels of competency and ongoing improvement within front-line service teams.

9. Liaise with the corporate ICT function to ensure effective systems are in place to set up user accounts and provide systems access promptly, securely, and with minimum disruption to service provision

10. Liaise with system and software providers, to feedback customer requirements, communicate system faults and deficiencies, and understand the intent and direction of planned upgrades, so that the training ramifications can be assessed and planned.
11. Assist with the implementation of systems to ensure continuous improvement, and performance management, within the team.
12. Assist with the implementation of major projects, under the direction of the Information Systems Improvement Officer
13. Attend regional/national ‘Train the Trainer’ courses to maintain an up to date knowledge of system developments, and related guidelines and legislature.

	Performance standards

	Plans and organises work

· Plans and prioritises workload

· Monitors and plans workload
· Delivers on time and to requirements

Customer focused

· Develops services that are customer centred
· Understands demand management

Resolves problems
· Effectively analyses problems

· Tackles problems directly

· Reviews outcomes to inform future learning
Drives and facilitates change
· Is committed to and drive through change to support corporate aims
Manages and develops self
· Looks for opportunities to develop and grow 
· Reviews own performance regularly and welcomes feedback

· Maintains awareness of new business thinking, tools and techniques

Communicates and Influences

· Considers the audience to effectively communicate 
· Listens actively and asks questions

· Clearly expresses points of view
· Actively maintains relationships with all stakeholders

· Persuasive (in writing and verbally) 
Values diversity

· Demonstrates commitment to fair treatment and equality

· Recognises and respects cultural differences

· Designs services to meet diverse needs
Uses ICT effectively

· Uses a broad range of ICT tools to improve service efficiency and communicate professionally to a range of audiences

· Applies knowledge management techniques


	Working conditions

	Office based at North Tyneside Council.

Ability to work flexible hours to attend meetings and conferences out of normal working hours, i.e. evenings and weekends.



	Section 2. Job Criteria

	Factor
	Essential
	Desirable
	Assessment means

	Skills and Knowledge
	· High level of general ICT skills, particularly complex databases, but also including Excel, Access and Word.
· Knowledge of complex database reporting tools (SQL, Crystal, Business Objects, etc).

· Excellent interpersonal skills and ability to explain complex technical concepts to non-technical staff

· Ability to organise own workload and plan co-operatively with colleagues and partners.

· Ability to communicate with a range of stakeholders at all levels
· Ability to demonstrate an innovative approach to problem solving.

· Positive customer service skills and friendly, flexible manner.

· Ability to spot improvement opportunities and initiate work to take advantage of them

	· Good presentation skills.

· Project management skills.

· Experience of delivering ICT training and support


	Interview 

	Qualifications and Training
	1-2 years experience in relevant ICT environment


	Completed Higher Education in ICT related area.

Formal training qualification


	Certificates,

References

	Experience
	· Experience of planning and delivering training in an ICT environment. 

· Experience of producing procedures and documentation. 

· Experience in change management; driving through change and improvement, specifically within first line support area.

· Experience of analysing and interpreting complex data

· Experience of resolving complex problems

· Working with a wide range of users at all levels.

· Experience of identifying key issues/requirements from discussions with stakeholders.

	Experience of project management methodologies.


	Interview and references.

	Special Requirements
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