
Job Description


Role Title: IT Support Technician (Chester)
Reports to: IT Helpdesk Team Leader
Grade: Scientist
Sector: IT
Division: Group Services

Purpose / Scope of role

The role will be part of the back-office Group Services division, and is primarily based at our Chester office. There will be a keen emphasis on ensuring the smooth running of all IT Systems and Infrastructure, with day-to-day support of these being paramount to ensure the success of the teams based there. The role will be a vital point of contact for any IT related matters within that office, whilst working alongside the APEM Head-office IT Team to provide support services to the rest of the business when required (remotely).

What success looks like in this role

No two days are the same within APEM, as such the role will provide continuous learning opportunities and the ability to contribute towards the success of the business. With the ongoing requirements of the Teams based in Chester, you will be required to ensure the smooth running of the IT Infrastructure whilst identifying areas for improvement.

You will be solving problems within your existing abilities, whilst developing new ones in order to address and resolve any new situations or problems that may arise. The head-office team will help support and contribute towards you achieving these.

Key Responsibilities

1. Work closely with the IT Team to establish and maintain an IT Helpdesk environment.
2. To help maintain and ensure systems and infrastructure uptime within the Chester office.
3. Be the main IT point of contact within the Chester Office.
4. Ensure all support requests are dealt with in a timely and organised manner
5. Identify areas of improvement or repeat issues based on ticket requests. Where possible look for solutions to reduce or remove the need for future repeated requests.
6. Maintain and manage network Infrastructure where required.
7. Safeguard the IT infrastructure by ensuring end user vigilance in terms of password management for example.
8. Ensure the new starter and leaver processes are always fulfilled.
9. Perform ad hoc out of hours work to ensure minimum impact on end users when required.
10. Work closely with the external IT provider where necessary to assist with support matters and resolutions.
11. Ensure in-house monitoring solutions are kept up to date and devices compliant.
12. Provide IT training and support as required to end users.
13. Liaise with external suppliers where necessary.
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14. Assist in all company landline, internet connections, mobile telephone, and printing.
15. Work closely with the IT Manager to ensure all company IT requirements are met.
16. To carry out any additional activities that may be reasonably required or requested


Skills/Knowledge/Experience/Qualifications Essential -
· IT literate, confident with advising on PC specs, building PCs, and troubleshooting common problems
· Excellent communication skills
· Support ticket management
· Networking knowledge – Firewall, Routers, WiFi, Switches.
· Storage Solution Knowledge – NAS, RAID Management.
· Mobile Device Management (Apple & Android)
· Active Directory, DNS and DHCP
· Office 365 Administration
· Microsoft Office
· Windows Operating Systems Knowledge
· MAC Operating Systems knowledge
· Printers
· Experience managing large volumes of data
· Proactive response to problem solving, while also escalating and notifying of issues.

Desirable -

· Experience with server and data storage management

Our Values
Our most important assets are our people who work here. We all work as one team and rely on each other. We wish to create a working environment to which our people are proud to belong, by maintaining our values at the forefront of everything we do. These values are:

· Integrity – We do the right thing
· Quality – Quality in everything
· People - We care
· Forward thinking – We focus on the future
· Positivity – We believe we can
· Fairness – We champion equality

Our WOW Factor

When home became work, we learned that flexibility, understanding and balance allowed us all to move forward and grow together. So, no matter where you’re based, the hours you keep, the toddlers you have to entertain, or outside interests that help with your wellbeing we’re committed to our Ways of Working (WOW) with each other so we can continue to be our best.

You belong

We recognise that everyone’s story is different. The opportunities, experiences and challenges faced in life shape who we are, and we understand that these are the things that make us individual and unique. Embracing our differences means we’re able to approach what we do from every angle.
Inspiration and insight can come from anywhere, and no matter your history or choices in life, we empower our people to be their best, so we can be our best, together. We welcome the whole you.
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