ROLE PROFILE

	Job Title: Application Support Technician
	Date role profile reviewed:
October 2014
	Grade / Level: 

	Reports to: Senior IT Programme Manager  
	Department / Business Area:  IT Department GMTG

	Role Purpose:


Maintenance and support of the Travelink Core System and system integrations including GMTG Websites across all Business Areas of GMTG through investigation and analysis of reported errors.


	ACCOUNTABILITIES

	Key Result Areas (+%)
	Key Tasks
	Performance Indicators/metrics 

	Operational

80%
	· Investigation and analysis of reported faults with provision of accurate fault reporting through the GMTG Service Desk system and 3rd party provider fault logging systems
· Ability to test developments and system fixes to ensure integrity and ‘fit for purpose’ prior to release into the live environment
· Advise on best system practices across business division
· Prioritisation of issues in order to best utilise development and support services from 3rd parties and in-house development.
· Maintenance of individual workloads according to business priorities

· Identifying system development and process improvements
· Investigate causes to IT losses and propose recommendations for solutions ensuring that only valid losses are assigned to IT following the approved and defined process. 

	· Errors are fully understood, investigated and raised with appropriate supporting documentation
· Developments are ‘fit for purpose’ with reduced level of post implementation issues

· Timely response to queries resulting in reduced level of errors reported and logged
· Issues prioritised according to the SLA, regularly monitored and updated
· Level of response to an individuals set of issues is in accordance with the SLA
· Documentation and communication plan to appropriate audience
· Reduction in IT Losses



	Communication

30%
	· Deliver clearly defined feedback on issues across a diverse cross-section of business associates
· Work closely with business areas to identify trends in issues and solutions
· Production of accurate reports on personal and team performance as required 
· Liaise with third parties to clearly communicate priorities

· Create necessary business and technical documents where system developments are identified

· Work closely with the project team to co-ordintate live issue bug fix priorities in line with release plan

	· Provision of unambiguous, concise updates via appropriate method within SLA.
· Provision of accurate and timely updates in line with KPI’s




PERSON SPECIFICATION

	CAPABILITIES PROFILE – leadership, management or personal skills/knowledge, qualities 

	Essential:

· Ability to work to strict deadlines

· Customer focused

· Attention to detail

· Effective communicator

· Problem solving skills

· Pro-Active and enthusiastic

· Methodical


	Desirable:

· Organisational Skills
· Understanding of financial data

	CAPABILITIES PROFILE – technical skills/knowledge 

	Essential:

· Good knowledge of Travelink and the processes used within GMTG
· Knowledge of  Microsoft Office

· 12months Travel Experience

· Knowledge of GMTG Websites

 
	Desirable:

· Knowledge of Travelport/Amadeus an advantage
· Knowledge of  project delivery lifecycle
· Basic knowledge of GMTG IT systems



	EXPERIENCE & TRACK RECORD 

	Essential: 

· Knowledge of the Scheduled Business Travel Industry

	Desirable: 

· Previous experience in an system application support role

	QUALIFICATIONS, TRAINING, PROFESSIONAL MEMBERSHIPS or ACCREDITATIONS

	Essential:

· Good general education
	Desirable:



	ORGANISATIONAL INFORMATION 

	Direct reports: None
Interfaces with: IT Project Manager, Senior IT Programme Manager, IT Director, Business Analysts, Testing Team, IT Service Desk, Business Stakeholders
	Resources, Scale and Scope of Role, Location and any Travel factors:



Employee:
__________________________________
Date: ________________

Manager: ____________________________________
Date: ________________
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