
SCARBOROUGH BOROUGH COUNCIL 
 
 
Job Description 
 
 

Post Nos TM20 & TM27 
Information Communication Technology       
(ICT) Services        
       
 
Designation: ICT Technician  
 
Effective from: January 2019 
 
Job Activities: 
 
Responsible to the Technical Team Leader for the following duties: 
 
 
1. Process and respond to customer requests for ICT support and development work on 

the ICT Service Desk, working to ITIL service delivery standards and ensuring a 
customer-focused, efficient and effective response and resolution. 
 

2. Support and contribute to the development of a high-performing, reliable and secure 
ICT device estate, including but not limited to: 
 
• IT devices, including tablets, laptops and PCs, and those enabling a ‘work from 

anywhere’ agile working environment; 
• Desktop software, including desktop operating systems and office software; 
• Mobile telephony; 
• Display screens and digital presentation equipment, including projectors and smart 

screens; 
• ICT accessories and consumables; and, 
• Printer support, as required. 

 
3. Undertake desktop hardware and software installation, configuration and maintenance 

as required. 
 

4. Undertake user account administration and contribute to access control configuration 
as required. 

 
5. Provide direct support for all mobile telephony devices in use in the council. 
 
6. Collaborate with other members of the ICT Technicians work stream to coordinate and 

prioritise the Technicians’ work schedule, ensuring that ICT Service Desk cover is 
maintained, in liaison with the Technical Team Leader. 

 
7. Assist the wider ICT Technical team with work packages that continually develop and 

support a secure, high-performing and reliable ICT network and technical infrastructure. 
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8. Develop and maintain performance measures that enable the regular reporting of ICT 
Service Desk incident resolution statistics to the Technical Team Leader. 

 
9. Manage and maintain stock control systems for all stored ICT equipment stock, 

ensuring minimum levels are maintained. 
 
10. Contribute to the support of the council’s cyber security defences, alert systems and 

response procedures. 
 

11. Assist in ensuring all necessary ICT device updates are applied in a timely, structured 
manner, supporting the overall security of the ICT network. 

 
12. Contribute to ICT Services’ response to Incidents, including Emergency Planning 

Incidents, Information Security Incidents, Business Continuity Incidents, Cyber Security 
Incidents and Disaster Recovery Incidents, working to incident response plans and 
assuming any specific roles determined in the ICT Incident Management Policy. 

 
13. Contribute to the delivery of the council’s Digital Strategy for the use of technologies 

within the council and broader community which deliver impactful technology solutions. 
 
14. Assist the delivery of the ICT Work Programme, contributing to the scoping, planning 

and delivery of work. 
 
15. Assist in the delivery of the ICT Customer Engagement Plan, including undertaking 

regular liaison with internal and external stakeholders of the ICT Service to ensure the 
council’s technology developments are always aligned with customer requirements. 

 
16. Assist in the provision of the council’s technology responsibilities to internal and 

external event management as required, including, but not limited to, the provision of 
technology-led event control facilities. 

 
17. Ensure compliance with all relevant laws, including those governing data protection, 

information security and digital communication. 
 

18. Assist in ensuring the information security of the Council’s ICT network. 
 
19. Contribute to the ICT Services’ centralised documentation system, ensuring all support 

documentation for which you are responsible is created, reviewed, approved, 
published, shared and kept up to date. 
 

20. Assist in the maintenance of an accurate, auditable record of the council’s technology 
assets. 

 
21. Assist in ensuring the ICT Service adheres to auditable Change Management 

procedures. 
 
22. Assist in the maintenance of an accurate ICT Service Risk Register. 

 
23. Contribute to the procurement, selection and deployment of ICT products, systems and 

devices across the council, as required. 
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24. Contribute to ensuring all relevant Audit recommendations are implemented within 
agreed timescales. 
 

25. Assist internal and external authorities with investigations that require access to the 
council’s technology systems and digital data, in line with all relevant laws, Policies and 
procedures. 
 

26. Process and administer customer requests for ICT work through the ICT Service Desk 
system throughout the call’s life-cycle from inception to completion, ensuring timely 
progress and customer-focused communication at all stages of call resolution. 
 

27. Assist in exploring and delivering commercial and partnership opportunities where 
mutual benefits can be realised. 
 

28. Undertake a project role in the delivery of technology projects, as required. 
 

29. Deliver technology training internally and externally to the organisation, as required. 
 

30. Provide technology advice to Members and Officers as required. 
 

31. Attend meetings on behalf of the ICT Service and the council as required, including 
Officer and Member meetings. 

 
32. Keep up to date with technology developments and the emergence of new 

technologies and how they may benefit the council’s customers and stakeholders. 
 
33. Ensure compliance with Council Policies, including Health & Safety, Equal 

Opportunities and Standing Orders. 
 
34. Ensure good customer liaison and ensure good customer care techniques are adopted 

and develop and maintain good business relations with colleagues and customers. 
 
35. Undertake any other duties as assigned by the ICT Manager or Technical Team 

Leader. 
 

This is not a complete statement of all duties and responsibilities of this post. It contains only 
the facts necessary to rate this standard job at the resultant responsibility level.  
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