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	1.  Job Details

	
Job Title: IT Apprentice

	

	Reports to: Head of IT

	



	2.  Job Purpose:

· To provide effective IT assistance across all aspects of the organisation.
· To support and maintain computers, mobile devices and cloud services including Microsoft 365.
· To assist with helpdesk support, general maintenance of hardware / software and setting up user accounts. 
· To gain hands-on IT and workplace experience and upskill your IT knowledge.
· To work towards a Level 3 IT Apprenticeship Qualification 




	3.  Duties:

Main Duties and Responsibilities:

To assist and support with
· 1st Line IT support.
· Answer incoming calls, emails and in-person requests
· Log IT tickets on ticketing system
· Providing a positive support approach and obtaining ‘after support’ feedback.
· Diagnosing and resolving technical problems
· Hardware and software installations
· Setting up user accounts, passwords, permissions (in-accordance with ECH policy) and deactivation.
· Setup of PC, laptops, mobile devices and printers. 
· Installing authorised software e.g. M365, anti-virus, data systems. 
· Device updates, patching and monitoring.
· Responding to helpdesk queries and escalate issues when needed. 
· Windows, Android and iOS Operating Systems
· Microsoft 365 - Word, Excel, Teams & SharePoint
· Door Control System
· Staff Rostering System
· Patient Clinical System	
· Multi-factor Authentication
· Connecting endpoint devices such as VoIP telephony
· Cyber security initiatives, data backup and recovery
· Completing internal hardware and user moves across the organisation
· Virtual Reality for patient and staff services
· The Hospice’s adoption of AI and Automation tools, in-line with ECH’s Use of AI policy.
· Document troubleshooting and IT processes
· Creation of user guides.
· Maintain the Assets database, equipment, stock locations and assignments
· Ensuring IT response, service up time and priorities are met, in-line with IT processes and policies
· Identifying IT challenges and solutions.
· Training staff on how to use IT.
· The IT team with projects, such as upgrades, deployments and audits.
· Development of Hospice IT services in-line with Digital Strategy 
· Any other duties as may reasonably be required, including general maintenance, monitoring and troubleshooting.


Other
· Working extra hours to meet deadlines, as required and where reasonable
· Providing assistance as required to the IT Technician and Head of IT
· Escalating IT issues to the IT Technician and Head of IT where necessary
· Providing assistance and support to colleagues in IT related matters, be pro-active and engaging with IT team and staff.
· Ensuring that a high level of end user service and support is provided throughout the organisation.
· Identify common IT challenges and propose new ideas.

IT Apprenticeship
· Enrolment into a Level 3 IT Apprenticeship programme. 12 – 18 months.
· Structured off-the-job learning with Apprenticeship Provider (minimum 20% of working hours)
· Attend virtual classrooms
· On-the-job training and mentoring
· Complete your personal portfolio
· Collate evidence, provide detailed evaluations about your role and systems, undertake tasks relating to coursework and implement learning into daily work practice. 
· Complete IT Apprenticeship units and tasks in the agreed timeframe.
· Update your self-study log.
· Plan and prepare for coaching/ classroom sessions.
· Provide regular Apprenticeship updates to Head of IT and communicate support needs to Head of IT and Apprenticeship coach. 
· Take responsibility for your own development.
· Complete End-point assessment, leading to formal qualification 

Special requirements
· Adhering to company protocol as laid out in the Company Handbook
· Adhering to all Hospice IT and Information Governance Policies and Procedures
· Additional responsibilities as requested by the Head of IT	








	Person Specification
	Essential
	Desirable

	Knowledge

	
	Computer systems
	
	

	
	Windows & Mobile Operating System & Applications		
	
	

	
	Microsoft 365 Business
	
	

	
	Windows Server Administration
	
	

	
	Basic Networking & Firewall 
	
	

	
	VoIP Telephony
	
	

	
	Cloud Services and AI
	
	

	
	Web development, applications, and databases
	
	

	
	Cyber Security
	
	

	Skills

	
	Numeracy
	
	

	
	Excellent communications skills
	
	

	
	Ability to manage workloads and priorities to specified deadlines
	
	

	
	Able to efficiently handle a variety of tasks
	
	

	
	Ability to work on own initiative, be pro-active and prioritise work
	
	

	Personal Qualities

	
	Attention to detail
	
	

	
	Excellent interpersonal skills	
	
	

	
	Ability to work as part of a team
	
	

	
	Ability to maintain awareness of IT trends
	
	

	
	A flexible and positive attitude to the role
	
	








	We are inclusive 
We believe that equality of opportunity and freedom from discrimination is a fundamental right for everyone, and that diversity within our organisation and our community is a strength to be valued, promoted and developed. 

Being a part of and supporting such a diverse community, it is vital that our staff team represents the community in which we work. We welcome applications from people from all walks of life and backgrounds irrespective of people’s age, disability, sex, gender identity and gender expression, race or ethnicity, religion or belief, sexual orientation, or other personal circumstances. 

We understand that people perform better when they can be themselves and that by creating an environment that includes everyone, our staff will perform to their full potential. 

We do not discriminate against employees or job applicants and select the best person for each job based on relevant skills and experience. 

Confidentiality 
East Cheshire Hospice are committed to protecting the privacy and security of data. All ECH workforce must treat confidentiality and processing of data in accordance with UK GDPR and the Data Protection Act 2018. In the course of your duties, you will have access to confidential material about patients, members of staff or other hospice business. On no account must information relating to identifiable patients or persons be divulged to anyone other than authorised persons, for example, medical, nursing or other professional staff, as appropriate, who are concerned directly with the care, diagnosis and or/treatment of the patient or a Hospice service to the person. If you are in any doubt whatsoever as to the authority of a person or body asking for information of this nature, you must seek advice from your manager. Similarly, no information of a personal or confidential nature concerning individual members of staff should be divulged to anyone without the proper authority having first been given. All ECH workforce are bound by East Cheshire Hospice's Data Protection & Confidentiality policy.


Control of Infection 
Prevention and management of infection is the responsibility of all members of staff and volunteers working at East Cheshire Hospice and forms an integral element of patient safety programs. Where control of infection regimes is in force they are to be always be complied with and staff are reminded of the importance of maintaining a high standard of personal and environmental hygiene and to follow local protocols.

Safeguarding Statement  
At East Cheshire Hospice we are committed to creating and maintaining a safe and secure environment for all individuals. Safeguarding is a top priority for us, and we expect every staff member to share this responsibility and be aware of their role in protecting vulnerable individuals.   

All employees must adhere to our safeguarding policies and procedures, which are designed to prevent harm, abuse, or neglect to individuals within our care and those who work for the organisation. We expect our staff to be vigilant, take immediate action when concerns arise, and report any safeguarding issues promptly to the designated Safeguarding lead.  

Commitment to Sustainability  
East Cheshire Hospice are committed to act responsibly, consider the wider implications of our actions, and strive to better our practices to minimise waste, energy and our carbon footprint whilst achieving the charity's service objectives and ensuring patient care is not adversely impacted. 
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