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[bookmark: _GoBack]Purpose: The Junior Application Support Analyst will work within the Hospital IT team, providing 1st line support for the Hospital’s IT business applications

The post holder will:
· Work within the Hospital IT team, plan and implement high standards of 1st line IT application support for all hospital staff and users
· Operate in compliance with the Hospital’s IT practices and procedures to defined service level agreements. 
· Cover an extended day shift pattern between 08:00 – 18:00 5 days/week and occasional requirement for out-of-hours and weekend working
· Follow standard operating policies and procedures of work however they are expected to use their initiative and make decisions regarding prioritising their own workload to deliver the role effectively
Reporting Line
Role Profile – Junior Application Support Analyst


Head of IT

Junior Application Support Analyst
Application Support Team Leader



Key Result Areas
The Junior Application Support Analyst will be part of the IT Application Support team at Benenden Hospital, with responsibility for the following activities
· Initial triage and investigation of application support incidents logged with the IT Service Desk
· Delivery of service requests
· Liaison with 2nd/3rd line support teams
· Management of incident tickets logged with 3rd party suppliers
· User account administration
· Maintenance of end user IT documentation and self-help tools
· Regular IT data maintenance and housekeeping activities
· Various recurring IT administration activities

Skills and Experience
· Excellent problem-solving skills
· Knowledge of working in an IT service desk and/or IT application support environment 
· Good awareness of working with a range of business applications
· Proficient with MS Office, Word, Excel, Outlook
· Excellent analytical skills, good numeracy and literacy
· Healthcare industry experience an advantage 
· Hornbill Service Manager toolset
· Exposure to ITIL working practices
· Excellent customer focus and stakeholder management skills
· Strong verbal and written communication skills
· A self-starter with the ability to plan and work with minimal direct supervision
· Motivation to stay abreast of the changing IT environment and a drive for continual self-development

Measurement
· The postholder is expected to be familiar with, and work in line with, the Hospital’s values
· Performance will be measured against the specific objectives, targets and “values-led” behaviours as identified and agreed within the Performance & Development Review (PDR) process

[image: Be Caring
• We know what we do matters
• We’re proud and enjoy what we do
• We promote a culture of care, respect compassion and wellbeing
• We protect the mutual ethos
    Be Connected 
• We collaborate and share across teams, departments and the business
• We listen to understand each other and our member’s needs
• We support one another by having open and honest conversations
• We recognise that we’re stronger together
Be Brave
• We embrace change 
• We challenge and ask ‘why’ as well as  ‘why not’
• We always want to learn
• We are not afraid of trying new concepts and ideas
      Be Smart
• We approach problems with a solution mind-set
• We actively seek to improve and be better and we learn from our mistakes
• We spend members money wisely
• We’re invested in the future of our business
]Values
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