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Position Description
ICT Service Desk Officer
OMNIA SUPERAT DILIGENTIA
DILIGENCE OVERCOMES ALL 

OUR SCHOOL MOTTO SINCE 1892

Ipswich Girls’ Grammar School including Ipswich Junior Grammar School offers high quality, non-denominational education for girls only from Years 7 to 12, with boarding available from Year 5, and coeducation from Kindergarten to Year 6.  We pride ourselves on providing a personalised, holistic education with a focus on academic excellence.  

Our Vision

Ipswich Girls' Grammar School inspires girls to become confident, well-educated young women.  Ipswich Junior Grammar School nurtures young learners to become future leaders.

Our Mission

Shaped by our proud history and traditions and focused on academic excellence, our school aims to provide a personalised, holistic education by expert staff in engaging learning environments.

Our Aspiration
By 2022, our school aims to be an outstanding* school known for its holistic education and students’ excellent academic outcomes with an enrolment in excess of 1000 students from Early Learning to Year 12. 
(*Outstanding – as defined by the National School Improvement Tool)
Our Values

· Diligence – Staying focused until the job is done.

· Excellence – Striving to achieve the highest standards possible.

· Respect – Acknowledging the worth of every person and what matters to each one.

· Integrity – Constantly demonstrating high moral and ethical standards.

· Care – Attending with kindness, compassion and sensitivity to the needs of others.
Location

Address:

82 Chermside Road
EAST IPSWICH QLD 4305

Telephone:

+61 7 3454 4447

Facsimile:

+61 7 3454 4480

Email:

principal@iggs.qld.edu.au
Website:

http://www.iggs.qld.edu.au 
	THE ROLE

	Position Title:
	ICT Service Desk Officer

	Incumbent:
	

	Department:
	Information Technology

	Reports to:
	Director of Technology

	Classification:
	School Officer Level 4 - Ipswich Girls Grammar School Including Ipswich Junior Grammar School Enterprise Agreement 2021

	Hours:
	Permanent full-time


Your Employer

Ipswich Girls’ Grammar School including Ipswich Junior Grammar School educates students from Pre-Prep to Year 12.  The School’s vision is focused on excellence and nurturing every young woman, girl and boy to become confident, well-educated and prepared for higher learning, leadership and life.  We are inspired by the School’s proud history and traditions, and our mission is to excel at providing each girl and young boy with a positive, personalised, all-round education, with an emphasis on academic achievement, by dedicated, professional staff in safe, first-class learning environments.  The School’s strategic plan is filled with exciting themes, objectives and initiatives targeted at remaining true to the objective in the original prospectus of providing a higher class of education for girls and now young boys.

Your Opportunity

To assist the Director of Technology in maintaining the School’s Desktop and Portable Devices infrastructure to service the needs of the School’s ICT’s clients, i.e., students, staff, and the broader school community.
As the ICT Support Officer you will:

· Maintain the standard of excellence required by the School’s reputation and uphold the philosophy of the School
· Promote the interests of Ipswich Girls' Grammar School including Ipswich Junior Grammar School

· Attend staff development and training programmes when and if appropriate

· Comply with work health and safety responsibilities detailed in the safety management system

Your Role

General
· Assist in the deployment, monitoring, maintenance, development, upgrade, and support of all IT systems including servers, telephony, PCs, operating systems, hardware, and software

· Actively maintain and support 1 to 1 laptop initiatives.

· Undertake problem resolution to software and hardware, where required

· Maintain awareness of available products and services that could improve the efficiency of the existing network infrastructure and be pro-active in recommending relevant solutions

· Liaise with all clients to understand their ICT infrastructure needs and expectations 
· Any other duties and special projects as may be reasonably requested 
Client Service and Support
· First point of contact for Service Desk support
· Provide ICT’s clients support in a proactive manner and within an agreed service level in respect of hardware and software problems  
· Document and categorise problems, resolving them in order of priority
· Assist in the timely resolution of network and desktop operational fault situations
· Manage and support SOE (Standard Operating Environment)

· Provide investigative data analysis as requested by the Director of Technology or Senior School management staff

· Assist contracted service suppliers with network maintenance and development activities as required

Administrative
· Maintain the Network IT Database which records the School’s IT items including hardware/software problems and resolutions
· Maintain records (warranty information, software licences, section budget, etc.)
· As directed by the Director of Technology, obtain quotations for hardware/software/cabling and organize Purchase Orders
Network Service and Support
· As directed by the Director of Technology, undertake network administration functions including Office 365, firewall administration, file and print services administration, virus management, and other functions necessary to maintain an efficient and stable network environment
· Work efficiently, in conjunction with consultants, when required
· Maintain user account system - create, modify & delete individual and group network accounts

Competency Required

Essential Competencies


Previous experience in a medium sized, networked, multi-vendor computing environment


Extensive experience in:

· Windows portable device rollouts

· Apple IPad support
o
Current experience with Windows Active Directory, desktops, and print services

Competent desktop and network diagnostic skills.


Experience in a mission critical environment.


Able to demonstrate:

o
expert knowledge of ICT hardware, software, and network support, including installation and configuration skills

o
knowledge and understanding of current and emerging issues in ICT through ongoing learning of relevant new ideas, practices, and technologies

o
attention to detail

o
effective project management experience and skills


Ability to embrace and apply existing and new ideas and/or technologies in the execution of the responsibilities of the ICT infrastructure team


High level oral and written communication skills including the ability to communicate at all levels in both technical and non-technical terms


Ability to work under minimal supervision, prioritise tasks and work under pressure


Highly motivated with a proactive approach


Strong customer service focus

Desirable Attributes

Experience with the following would be advantageous: 
· Office 356 Administration

· 1 to 1 Laptop roll outs

· Apple iPad – Administration

· Windows 10 administration

· Computer Imaging Technologies / Microsoft Intune
· Wireless and Network Administration

· Project Management Experience

Applicant must be the holder of, or obtain, a Working with Children Suitability Card (Blue Card).
Selection Criteria

Within the context of the duties described above, the ideal applicant will be someone who has:

1. Previous experience in a medium sized, networked, multi-vendor computing environment

2. Strong customer service with primary focus on supporting the School’s 1:1 laptop initiatives

3. Experience in a Windows Server and Office 365 environment with Windows 10 the predominant client operating system

4. Competent Desktop and Network Diagnostic skills

5. Ability to demonstrate expert knowledge of ICT hardware, software, and networks, including installation and configuration skills, knowledge and understanding of current and emerging issues in ICT through ongoing learning of relevant new ideas, practices and technologies, attention to detail and effective project management experience and skills
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