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LONDON BOROUGH OF REDBRIDGE
ROLE DESCRIPTION AND PERSON SPECIFICATION 

	Role Title:
	IT Software Support Officer

	

	Directorate:
	People
	Grade:
	LBR7

	

	Department:
	Education and Inclusion
	Hours/weeks:
	36 hours/52.14 weeks

	

	Function:
	Research and Data
	Post number:
	EL2031

	

	Team:
	IT Unit
	Base/location:
	Redbridge Drama Centre

	

	Reports to:
	IT Unit Manager

	

	Responsible for:
	No direct line management but may be responsible for the supervision of workers, trainees and work placement staff on occasion

	

	Role and Context

	Overall Role Purpose:
	Responsible for managing the support to schools subscribing to the Capita SIMS management information software traded service.
To provide schools subscribing to service with expert advice, guidance and training on all aspects of the software and associated apps and modules.

	

	Role Context:
	At the time of writing, 13 secondary schools, 7 primary schools, 1 all-through school, 1 independent school and 1 special school subscribe to this service. This role provides on-site, remote, telephone and email support to manage the software and advise school staff on its use. Training is also provided throughout the year and meetings and conferences are attended to stay up to date with changes in the software.




	
Key Accountabilities and Result Areas

	1. Strategy and Planning

	· Be responsible for the on-going upgrade and installation programme. Ensuring all upgrades are performed in a timely manner and at the school’s convenience.
· Contribute to the process of introduction of new SIMS modules to schools and evaluation of existing software modules. To provide advice and guidance to school staff, including management staff, on the use of new modules and the benefits that could be realised.

	

	2. Operations and Support
	· Make a significant contribution to the provision of user support on the full range of SIMS modules to a wide range of customers in both secondary and primary schools, including administrative staff, teachers and senior managers network managers and third-party companies.  Assistance will be provided with both usage enquires and perceived faults in the software.  Support will be frequently provided over the telephone, and via remote access methods and during on-site visits where problems and queries cannot be resolved over the telephone.
· Be responsible for the delivery of a schedule of training for school staff on SIMS modules. This will involve assessing training requirements of school staff, providing training personally, or where needed seeking trainers, booking a venue, marketing and delivering the course.  Making sure all sims documentation is up to date and available for all courses.
· Deploy a range of strategies to investigate and diagnose apparent software problems, including liaison with Capita Children Services, suppliers and manufacturers, examination boards, DfES, LA, and other relevant organisations.
· To rebuild Sims servers in the event of a systems crash or part of the school’s server replacement programme
· Installing SIMS, Discover, FMS, T6, Solus 3, SIMS Service Manager on boarding new apps as they become available
· Building and updating the laptops used for training and keep the SIMs virtual servers with both SIMS, Discover and FMS up to date with both a secondary and primary dataset and FMS. This includes updating the servers 3 times a year to keep up with the Capita releases
· Advise schools on data retention and deletion to satisfy data protection standards
· Undertake other relevant tasks which may be required within the I.T. Unit from time to time.

	

	3. Systems and Process Development and Improvement
	· Maintain a full awareness and a good understanding of current issues and developments within the education sector which impact on the use of schools’ management information systems.
· Maintain a basic awareness of changes and developments in ICT with particular reference to hardware and software systems likely to be used within a school administrative environment, and to be able to offer advice to customers, where appropriate, concerning hardware and software issues relating to the use of SIMS software
· Establish process for capturing customer satisfaction statistics


	

	4. Communication  Partnership 
	· Develop and maintain effective relationships with key school stakeholders, in particular headteachers, data leads and school administrators.
· Establish a programme of engagement with schools to ensure there is a shared understanding of the services to be provided and to keep schools updated on progress.
· Liaise with Capita Children Services on matters relating to SIMS; by attendance at relevant meetings, feeding back appropriate information from customers, etc.
· Attend and contribute to the SIMs London User Group (SLUG)

	

	5. Performance and Standards
	· A high level of customer satisfaction

	Key Performance Outcomes
	· Support schools to ensure their statutory returns are completed correctly, error free and returned within expected timeframes
· Ability to understand the process on reconciling the Post 16 funding
· Maintain/increase the uptake of schools subscribing to the service based on those using the software
· No unexpected concerns raised by schools about the service.

	

	6. Resource Management
	· Ensure that services to subscribing schools are delivered within the financial resources available
· Identify and execute opportunities for profitable selling of additional services both to subscribing schools and to other customers

	

	Corporate Accountabilities 

	All employees of the Council should undertake and conduct their work with due regard to the corporate accountabilities (available on the Redbridge Council website). These include responsibilities for outcomes regarding Equality, Conduct & Behaviour, Health & Safety, Data Protection, Safeguarding and Customer Care.

	

	Flexibility 
	The key responsibilities and duties of the role are neither exclusive nor exhaustive.  All workers are expected to operate flexibly to support delivery of services and from time to time will be required to undertake responsibilities outside the normal remit of role description as required by the line manager, which are broadly commensurate with the job level and scope of competence.





	
Person Specification
	A - I - T

	Knowledge & Experience
	Method of candidate assessment: A = Application form  I = Interview  T = Test 

	

	Statutory or Mandatory qualifications:
	No mandatory qualification required
	

	Educational Ability
	· Minimum 2 years’ work experience to demonstrate extensive specialist knowledge and experience in Capita SIMs software
· A strong academic and practical background specialising in IT and customer support
	A

	Key Subject or Content Areas (inc: Desirable Qualifications)
	· A basic qualification in accounting is desirable to support SIMs FMS
· Any certificates, qualifications or training relating to SIMs software also desirable
	A/I

	Knowledge / Experience
Capita SIMs and Customer Support
	· Substantial expert and specialist knowledge of SIMs software and associated apps/modules including:
· SIMS.net
· SIMS Discover
· SIMS Assessment Manager
· SIMS Exams Organiser
· SIMS FMS
· Nova T6
· Solus 3
· SIMS Service Manager

· Excellent IT skills. Can access, design and disseminate information/data through IT
· An understanding of customer care concepts and a commitment to the provision of high quality customer focused service.
	A/I










A/I
A/I


	

	Skills / Abilities Customer Engagement
	· Able to form, maintain and strengthen effective relationships with key stakeholders
· Able to negotiate to ensure that commitments can be delivered within existing resources
· Able to advise and influence key stakeholders within schools
	A/I
A/I
A/I

	Skills / Abilities 
	· Able to use own initiative and work with limited supervision while understanding the need to consult with line manager on occasions
· Strong project management and excellent organisation skills
· Ability to use diagnostic and problem-solving skills, with a range of users, to contribute to the provision of a high quality Help Desk support service
	A/I

A/I
A/I


	Skills / Abilities Training
	· Experience of preparing training and reference materials and delivering presentations and training to small and large groups at all levels, including senior managers
	A/I

	Corporate Behaviours
	· The Council has a set of behaviours that all employees are expected to deliver in the performance of their role. The behaviour framework can be found on the Councils internet page, and these should be reflected in your application and the way you work.  As part of an individual’s personal development Redbridge expects employees of all levels to be continuously developing these core behaviours.
	I

	Effective and Collaborative Team Working
	· Able to work in a public service context and an awareness and appreciation of the culture and approach to delivery in a public service context 
· To take responsibility for personal development and actively participate in all learning and development.
· To participate in the ongoing development, implementation and monitoring of service plans. 
· To support and contribute to value for money, service efficiency and improvement.
· Flexibility to undertake a range of different tasks, as and when necessary
	A/I
A/I

A/I
A/I
A/I

	


	Working Pattern and travel
	· Standard office hours, with occasional requirement to attend evening meetings
· Support required during school term time
· Need to be able to travel around the borough. Therefore, a current driving license and own car are required
	A/I
A/I
A/I


	Safeguarding and Disclosure
	· Enhanced DBS certificate required
	

	Special Factors or Constraints
	n/a
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