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POSITION DESCRIPTION

Position: Technical Support Associate

Work Area: Information Technology

Classification: Level 5

Supervisor: Manager, Client Support
OUR VISION

To create a better tomorrow.
OUR PURPOSE

To transform lives through learning and knowledge in every place we operate and with every community we
serve.

OUR VALUES

Integrity, community, sustainability

For further information about UniSC, visit us online: usc.edu.au/about

OVERVIEW OF INFORMATION TECHNOLOGY

The Information Technology (IT) department at UniSC is a pivotal element in the university’s pursuit of academic
and research excellence. Digital transformation and IT are vital in supporting UniSC's goal to become Australia’s
premier regional university in Australia. With a focus on enhancing teaching, learning, and research, the
department features a robust technological infrastructure and a dedication to innovative strategies. Engaging
closely with the UniSC community, IT provides essential technology services while proactively seeking new
opportunities. This approach enables/supports IT to serve as a strategic business partner, significantly contributing
to the institution's progress.

IT aids staff and students in their academic and professional pursuits through outstanding client services, efficient
project management, and state-of-the-art applications and cloud infrastructure. The department is dedicated to
safeguarding digital assets and promoting a secure online environment. By keeping innovation front-of-mind, IT
ensures that UniSC is at the forefront of technological advancement in the educational sector.

ABOUT CLIENT SERVICES

Client Services creates thriving environments and support for the UniSC community by championing user
experience and client voice. They are devoted to the anywhere, anytime, any device ways of working by exploring
opportunities to create an appropriate blend of technology and on-site presence. This will be delivered via
innovative methods of supporting clients through the development of self-help, remote management, automation,
and virtual assistance services. More specifically, the Client Services unit is responsible for delivering and developing
frontline support services (Campus Services and Technology Services) and designing the end-to-end IT service
experience. These functions are dedicated to supporting all staff and students with their technology service needs.
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Support services are delivered through a combination of national and local support for maximum coverage,
support, and standardisation.

Client Services consists of two teams:

Client Support — Provides a high level of IT support to UniSC staff and students both remotely and on-
campus, with a focus on on-campus support. This includes support for teaching spaces, meeting rooms,
campus infrastructure, and desktop support.

Workplace Technologies - Provides a high-level of IT design and support of workplace technologies that
are used by staff and students both remotely and on-campus, with an additional focus on specialist user
centric designs to provide great seamless experience. This includes responsibility for administering
Microsoft 365 platform, audio/video technologies and other productivity applications.

PRIMARY OBJECTIVES OF THE POSITION

Support the productivity of the University’s staff, students, and visitors by delivering high quality,
responsive tier 1 IT customer service.

Preserve the capacity of other IT teams by completing requests and incidents at the first point of contact
and minimising escalations.

Continually improve the IT experience for clients, colleagues, and peers by being open to, and acting upon
feedback

NATURE AND SCOPE OF POSITION

Under the broad direction of the Manager, Client Support, the Technical Support Associate provides multi-channel
tier 1 support for the full breadth of University IT services with a focus on providing an excellent customer
experience and resolution at first point of contact. The Technical Support Associate will participate to identify,
diagnose and resolve incidents; fulfil simple and complex requests; escalate unresolved requests, incidents or
problems to a higher level of support when required; report on services; and recommend improvements to services.

KEY ACCOUNTABILTIES OF THE POSITION

In collaboration with members of Client Support and members of other IT teams, provide a quality end to
end customer experience.

Fulfil requests, and identify, troubleshoot, and resolve incidents, leveraging others where further
expertise is required.

Ensure requests and incidents are completed or escalated in a timely way, while gaining advice from
other team members when needed and managing own workload.

Keep detailed records of all customer interactions in IT’s ITSM tool (ServiceNow).

Participate in service improvement activities within the scope of the Client Support team or in
cooperation with other teams.

Contribute to Knowledge creation and review, utilising the ITSM tool and other UniSC information
systems.
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Provide feedback on, and contribute to existing operating procedures, standards, measures, and other IT
systems documentation.

Provide digital literacy education to university staff as well as internal training of student helpdesk staff.

Actively participate in a high functioning team and contribute to a collegial, flexible, and positive work
culture.

Contribute to a positive and safe work environment for you and others, by modelling and promoting
conduct that is culturally capable, inclusive, respectful, and ethical.

KNOWLEDGE SKILLS AND EXPERIENCE NECESSARY

Applicants need to demonstrate they meet the following Selection Criteria:

1.

A relevant degree with subsequent relevant experience, or an equivalent combination of customer
service and technical experience and/or education/training.

High level interpersonal skills including the ability to deliver responsive and innovative client service to a
wide variety of clients with varying levels of technological experience, along with the ability to work in a
collegial, flexible and positive manner as part of a team.

High level organisational and communication skills including the ability to prepare documentation, follow
procedures and maintain records for activities undertaken, along with the ability to work autonomously
and use initiative in a high-volume work environment.

Demonstrated knowledge of IT Service Desk operations, ITIL processes and other IT service management
principles and systems.

General analytical and problem-solving skills using structured methodologies to identify technical
problems and implement innovative solutions.

Working knowledge of the installation, troubleshooting, and incident resolution of a wide range of
applications such as Microsoft 365 (Outlook, Teams etc), VPN solutions, web browsers, virus protection
and other utility applications.

Basic understanding of networking (both wired and wireless) and complex audio-visual and
videoconferencing technologies (Zoom and Teams).

Knowledge of Active Directory, Microsoft 365 Administration Centre, PowerShell including the ability to
understand and write PS scripts, and support of Windows computers in a networked managed operating
environment.

Ability to identify continuous improvement opportunities for Service Desk operations and/or client
experience with a commitment to service excellence.
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SKILLS FRAMEWORK FOR THE INFORMATION AGE (SFIA)

It is expected that applicants can demonstrate they can operate at the level of responsibility for the key SFIA skills
defined below:

SFIA Level Level Definition SFIA Skills
7 Set strategy, inspire, mobilise None
6 Initiate, influence None
5 Ensure, Advise None
4 Enable
3 Apply Methods & Tools (METL); Problem Management
(PBMG);
2 Assist Continuity Management (COPL); Knowledge

Management (KNOW); Application Support (ASUP);
Service Level Management (SLMO); Incident
Management (USUP); Configuration Management
(CFMG); Change Control (CHMG); Asset Management
(ASMG); Customer Service Support (CSMG) Security
Operations (SCAD); Supplier Management (SUPP)

1 Follow Systems Installation & Removal (HSIN)

UniSC has a Capability Framework that outlines the core capabilities for being a valued contributor to our vision of
becoming Australia’s premier regional University. The capabilities support this ambitious agenda and underpin our
people practices from recruitment and onboarding to performance, development and career progression.

The Capability Framework is an expression of who we are at UniSC, highlighting the behaviours and skills that bring
us together, working towards collective goals and the kind of community we aspire to be in an ever-evolving
environment.

Our Capability Framework is designed to be a comprehensive guide to the behaviours and skills that are valued
across our organisation and is applicable to all employees. The framework also recognises that not all roles are
equal, and therefore neither are the competencies required to be demonstrated in them. Further information on
the framework and the defined levels of leadership for roles will be provided upon commencement.
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UniSC Capability framework

Striving Insight Future
better seekers focused

. Developing Interpreting Embracing
Team working expertise data change
Understanding Inviting Examining Generating
people feedback information ideas
Empowering Upholding Providing Developing
individuals standards insights strategies

To ensure availability of fundamental systems and services, staff within IT may be required to work outside
normal working hours and/or be rostered to be on-call, including over the end-of-year University close-down

period.

Additionally, in accordance with UniSC’s Staff Code of Conduct — Governing Policy, all staff are expected to display
professional behaviour, communicate respectfully, and perform their duties responsibly.

A position description is not intended to limit the scope of a position but to highlight the key aspects of the position.
The requirements of the position may be altered to meet the changing operational needs of the University.

UniSC is committed to creating a work and study environment that values diversity, facilitates equitable access
and full participation.
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