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	Role Title
	Technical Support– Infrastructure

	Function & Dept.
	Cloud Operations / Technical Operations

	Career Growth Level
	Contributing & Developing (D)

	
CGP Descriptor
	Qualified specialists, recognised for their expertise, serving as pivotal contributors in various domains. These specialists play a vital role in influencing and shaping new business strategies, policies, practices, and content, catering to both external and internal customers. Their responsibilities may encompass problem-solving and the development and execution of purpose-driven solutions, often of a complex nature, to meet the specific needs of both external and internal customers

	Team 
	UK Infrastructure

	Reports to
	Richard Millin, Technical Specialist – Infrastructure

	Role Purpose
	To deliver technical support for core infrastructure systems, ensuring stability, security, and optimal performance across the organisation’s IT environment. The role involves diagnosing and resolving complex issues, maintaining infrastructure components, and collaborating with teams to implement improvements and uphold service standards.

	Key Responsibilities
	Detailed knowledge of Microsoft infrastructure services (Active Directory, DNS, DHCP, Group Policy) and Windows operating systems (Client & Server), with strong experience in messaging & collaboration platforms including Microsoft 365 and on‑premises Exchange.
Strong experience of HPE hardware and practical datacentre operations such as racking, cabling, deployment, and maintenance.
Working knowledge of virtualisation technologies, particularly VMware, including configuration and troubleshooting.
Proficiency in infrastructure monitoring, logging, and diagnostics to support root cause analysis and performance optimisation.
Ensuring technical documentation is completed and updated to professional standards.
Identify technical problems and potential service improvements across the managed service customers environments
Log calls with third party vendors and manage when necessary.
Ensure correct configuration of all supported technologies,
Contribute to delivering technical excellence across the Digital Workplace UK Infrastructure team
Identify, contribute, and work towards the technical and service goals defined by management
Requirement for inclusion in a 7-day out-of-hours on-call rota

	Person Specification
	Excellent hands-on technical knowledge and experience
Determined, can-do attitude
Ability to work on own initiative as well as part of a team
Attention to detail
A good work ethic
Security-first mindset
ITIL awareness
Excellent organisation skills
[bookmark: _Int_PUTAsr00]Professional and presentable at all times.
Ability to handle difficult and demanding customer environments.
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Competencies
	
	Level 

	1.
	Technical Expertise
	Medium / High

	2
	Problem Solving & Decision Making
	Medium / High

	3.
	Process Optimisation
	Medium

	4.
	Collaboration & Stakeholder Management
	Medium

	5.
	Data Analysis & Reporting
	Medium

	6.
	Innovation & Continuous Improvement
	Medium



	Management 
Competencies
	
	Level

	1.
	Leading, Developing and Managing People 
	Medium

	2
	Problem Solving and Decision Making 
	Medium

	3.
	Influencing Others 
	Low /Medium

	4.
	Embracing the need for change
	Medium

	5.
	Thinking & Acting Strategically 
	Medium

	6.
	Planning & Analysis
	Medium

	7.
	Performance Management
	Low

	8.
	Employee Experience 
	Low/Medium

	9.
	Resourcing
	Low

	10.
	Competency Assessment 
	Medium



	Value Behaviours 

	
	Level

	1.
	Responsibility 
	High

	2.
	Passion 
	High

	3.
	Customer First 
	Medium

	4.
	Agility 
	High

	5.
	Family 
	Medium
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