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Basingstoke and Deane Borough Council 
Job Description 

Job Title IT Customer Support Administrator 

Job Number  Preparation date 06/02/2018 

Grade (if known) 3 Revision date  

Business Unit Finance and Resources 

Section IT 

Responsible to (job title) Senior IT Customer Support Officer  

Responsible for total 
number of direct reports 

0 
Responsible for total 
number of staff managed 

0 

Main purpose of job 

To administer and coordinate support activities for the IT Service Desk, ensuring that 
customers including members, officers and external agencies receive excellent 
customer service. 

Main responsibilities 

1. To provide first line support and resolve hardware, software and network faults on 
desktop equipment.  

2. To provide first line support for telecommunication faults within the council campus. 

3. Liaison with service providers such as Vodafone, Virgin Media and BT 

4. To create and maintain accounts including network logins and email accounts 
ensuring the security and integrity of the council’s network is maintained. 

Key tasks 

1. To adhere to IT policies and service standards based on good practice frameworks 
such as ITIL or MOF. 

2. To triage incoming incidents and service requests, ensuring impacts and urgency 
are in line with ‘Tapping into IT’. 

3. To administer the councils mobile phone estate, including new connections, 
replacement handsets and changes. 

4. To liaise with customers to update them on the status and timeframes of support 
requests. 

5. To monitor the support desk software, altering officers where incidents and service 
requests are about to breach service level. 

6. To ensure that the councils IT inventory system is up to date, including any new, 
changed or removed equipment is updated in a timely manner. 

7. To ensure that IT consumables are managed, ordering new consumables as 
required to ensure that stock levels are adequate for the council’s needs. 

8. To maintain personal and professional development to meet changing demands of 
the job, participate in appropriate training activities. 

9. To log support calls with third parties, ensuring a timely resolution to failures. 

10. To provide customer focused IT support to customers, including Members, officers 
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and external agencies. 

11. Install and maintain corporate desktop equipment and software to levels specified 
by the IT Support Manager. 

12. Undertake such work as the Head of Service and/or IT Manager may determine is 
compatible with the responsibility levels of the post. 

13. To ensure that service delivery complies with current regulations, accepted 
professional standards, the council's policies and procedures and appropriate 
legislation (including legislation on equalities, health and safety and safeguarding 
children). 

Essential User No 

Special features and/or 
equipment 
(anything ‘out of the norm’) 

 

This document sets out the main dimensions of the job it describes.  It does not define all 
individual tasks, which may be expected to change from time to time to meet operational needs. 

 


