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 Job Description

Department: 

Telemat
Job Title: 


ICT Helpdesk Technician
Reporting to: 

ICT Systems Executive
Scale of Post: 

Officer/Adviser/Technician
Location: 


Aberarad
Aims of Post:  
- To provide 1st response ICT technical support for customers
- Record and assign work allocation to ICT Technicians

- Deliver and monitor Customer care levels with customers

- Wholly responsible for Stock Control for department

- Ensure stock requirements are fulfilled for work allocation

- Contribute to the process of preparing customer quotations

Specific Duties and Responsibilities :
Delivery:

· Be the key contact for processing helpdesk calls received by Telemat
· As part of the Telemat Helpdesk team provide remote support to the helpdesk requests assigned within the given priority response time and assist/perform Service Level Agreement visits as required.
· Have a clear working knowledge of existing and legacy technologies  and show initiative in the use and application of ICT hardware and software for Business Applications including peripheral devices.  To carry out further self development through informal and formal training.
· Ensure that all procedures such as return of faulty goods, equipment assembly and testing results, warranty details are kept up to date.
· Maintain and keep in good order the ICT equipment testing and assembly room and to recommend and after agreement implement any alterations required to the equipment used or the room itself.
· To assist in raising purchase orders for supplies as part of an implementation project for a customer and maintain supplier prices in the Telemat price list.
· Assist the finance department when allocating stock against an invoice
· Ensure that stock details are kept up to date to allow traceability of equipment from end user to supplier

· To maintain contact with the supplier during delivery time of projects.  Negotiate with the supplier to ensure delivery time schedules are achieved.
Marketing

· Promote Telemat products and services and take an active role in the process of developing Telemat as a provider of Business ICT solutions.
· Work closely with other Technicians in drawing up the ideal solution and a list of requirements for a customer’s/prospects project.
· Assist in market research, competitor and customer surveys. 
· Assists in the implementation of company marketing plans as needed. 

· Complete understanding of pricing and proposal models. 
General Requirements

· To carry out other reasonable duties as requested by the Operations Manager. 
· Understand wholly the Data Protection Act, the principles applied and its implications.
· Contribute to the development of the department business plan/budget in general terms and specifically in respect of the equipment and facilities.
· Assist in the duties of other Technicians during absenteeism and holidays.
To confirm to the following company requirements:-

· Contract of Employment

· Staff Handbook: Policies & Procedures

· IS09001

· Investors in People

· Positive about Disabled People

· Committed to Equality

· Health & Safety Policy

· Environmental Policy

· Security Policy

Job Specification ICT Helpdesk Technician
	Personal qualities
	Requirement 
	Methods of assessment

	Good communication skills
	Essential
	Interview

	Logical in problem solving
	Essential
	CV/Interview

	Self motivated and organised
	Essential
	CV/Interview

	Empathy with clients
	Essential
	Interview

	
	
	

	
	
	

	Experience/qualifications
	
	

	Customer care within ICT
	Essential
	CV/Interview

	ICT Technical skills
	Essential
	CV/Interview

	Sales / Marketing
	Desirable
	CV/Interview

	Relevant ICT qualifications 
	Essential
	CV/Interview

	
	
	

	
	
	

	Other
	
	

	Welsh Speaking 
	Desirable
	CV/Interview

	Clean driving licence
	Essential
	CV

	
	
	


Equality and Diversity
· To promote and deliver the equality and diversity value and aims of Antur Teifi through its services.

· To ensure that the needs of the clients, as far as possible are met when advising or working with a client.

· To respect and work within Antur Teifi’s policies and procedures on equality and diversity.

· To be aware of additional support that may be available through funding or other means to assist and support clients with individual needs to meet their goals and communicate these opportunities to colleagues.

· To undertake and record continual professional development on equality and diversity legislation and best practice and to attend meetings and training as appropriate.

Swydd Ddisgrifiad

Adran: 


Telem@
Teitl Swydd:  

Technegydd
Yn atebol i:


Gweithredydd Systemau
Lefel Swydd:

Swyddog/Ymgynghorydd/Technegydd
Lleoliad:


Aberarad
Staffio:
Dim
Amcanion y Swydd:  
- Darparu cymorth technegol i gwsmeriaid Telemat.
- Darparu gwasanaeth gofal cwsmer i gwsmeriaid Telemat.
- Cyfrifoldeb am rheoli stoc yr adran.

-  Darparu cyngor a chymorth ar ddatrysiadau technoleg gwybodaeth ar gyfer cyfleoedd gwerthu i Telemat.

- Datblygu sgiliau ar gyfer paratoi dyfynbrisiau i gwsmeriaid.
Gweithrediadau Allweddol:

· Bod yn rhan o dîm cymorth Telemat drwy darparu gwasanaeth gofal i gwsmeriaid, ymateb i’r galwadau cymorth o fewn yr amserlen penodol a chynorthwyo gyda ymweliadau Cytundeb Lefel Gwasanaeth yn ôl y galw.
· Hyrwyddo nwyddau a gwasanaethau Telemat a cymeryd rôl gweithgar yn natblygiad Telemat fel darparwr o ddatrysiadau technoleg gwybodaeth busnes.
· Cyd-weithio yn agos gyda Technegwyr eraill i datblygu datrysiadau a rhestr o anghenion ar gyfer prosiectau cwsmeriaid.
· Bod yn rhan o’r tîm datrysiadau ar gyfer gosod a cyflwyno systemau technoleg gwybodaeth i gwsmeriaid, yn unol a chynllun penodedig a fydd yn aml yn cynnwys tasgiau corfforol.

· Gwybodaeth clir o ddatblygiadau newydd a dangos menter yn y defnydd o cyfarpar a meddalwedd technoleg gwybodaeth ar gyfer ceisiadau busnes gan gynnwys dyfeisiadau ffiniol.  Parhau gyda hunan-datblygiad pellach drwy hyfforddiant ffurfiol ac anffurfiol.
· Codi cofnod ar gyfer cyfarpar sydd yn ddiffygiol a sicrhau eu bod yn cael eu dychwelyd mewn amser.  Cadw mewn cysylltiad gyda cyflenwyr a cychwynwyr tan bod y nwyddau yn cyrraedd.  Cofnodi’r manylion o fewn system rheolaeth Telemat.
· Cadw mewn cyflwr da y cyfarpar arborfi ynghyd a’r ystafell ymgynull ac arghymell ar ôl trafod am unrhyw newidiadau sydd angen i’r cyfarpar neu i’r ystafell ei hun.
· Cynorthwyo yn y broses o archebu am cyflenwadau yn rhan o brosiect ar gyfer cwsmeriaid a sicrhau bod y prisiau yn gywir o fewn system dyfynni Telemat.
· Cadw cyswllt gyda cyflenwyr ynglyn a dyddiadau.  Cyd-drafod gyda cyflenwyr i sicrhau bod dyddiadau cyflenwi yn gywir.
· Cynorthwyo gyda gwaith y Technegwyr eraill yn ystod absenoldeb a gwyliau.

Anghenion Cyffredinol

· Cwblhau unrhyw ddyletswyddau yn ôl gofyniad y Rheolwr Gweithrediadau.

· Deall yn gyfangwbl y Deddf Diogelu Data, ei egwyddorion ynghyd a’r oblygiadau.

· Cyfrannu tuag at datblygiad cynllun busnes/cyllid yr adran mewn termau cyffredinol ac yn benodol ar gyfer cyfarpar a cyfleusterau.

Cydymffurfio a anghenion y cwmni yn unol a’r canlynol:-

· Cytundeb Cyflogaeth

· Llawlyfr Staff: Polisiau a Gweithdrefnau

· ISO9001

· Buddsoddwyr Mewn Pobl

· Yn Gadarn o Blaid Pobl Anabl

· Ymroddgar at Cydraddoldeb

· Polisi Iechyd a Diogelwch

· Polisi Amgylcheddol

· Polisi Diogelwch

Manyldeb Swydd ar gyfer Technegydd
	Nodweddion Personol
	Gofyniad 
	Dull asesu

	Sgiliau cyfathrebu da
	Angenrheidiol
	Cyfweliad

	Datrys problemau mewn ffordd rhesymegol
	Angenrheidiol
	Cyfweliad

	Bod yn frwdfrydig ac yn drefnus
	Angenrheidiol
	CV/Cyfweliad

	Empatheiddio gyda cleientiaid
	Angenrheidiol
	Cyfweliad

	
	
	

	Profiad/Cymwysterau
	
	

	Gofal Cwsmer o fewn technoleg gwybodaeth
	Delfrydol
	CV/Cyfweliad

	Sgiliau Technegol Gwybodaeth
	Angenrheidiol
	CV/Cyfweliad

	Gwerthiant/Marchnata
	Delfrydol
	CV/Cyfweliad

	Cymwysterau Technoleg Gwybodeth perthnasol
	Angenrheidiol
	CV/Cyfweliad

	
	
	

	Eraill
	
	

	Y gallu i siarad Cymraeg
	Delfrydol
	CV/Cyfweliad

	Trwydded gyrru glân
	Angenrheidiol
	CV


Cydraddoldeb ac Amrywioldeb

· Hyrwyddo a cyflwyno gwerthoedd ac amcanion cydraddoldeb ac amrywioldeb Antur Teifi trwy ei wasanaethau.

· Sicrhau bod anghenion cleientiaid, mor bell a phosib yn cael eu cyflawni pan yn cynghori neu gweithio gyda cleient.

· I barchu a gweithio o fewn polisiau a gweithdrefnau Antur Teifi ar cydraddoldeb ac amrywioldeb.

· I fod yn ymwybodol o unrhyw gymorth ychwanegol a all fod ar gael drwy gyllid neu unrhyw ffurf arall i gynorthwyo a chefnogi cleientiaid ar eu anghenion penodol er mwyn cyflawni eu amcanion a gwneud yn siwr fod cydweithwyr yn ymwybodol o’r cyfleoedd yma.

· Cwblhau a chofnodi datblygiad personol o arfer da a deddfwriaeth yn maes cydraddoldeb ac amrywioldeb a mynychu cyfarfodydd a hyfforddiant yn ôl yr angen.
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