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JOB DESCRIPTION



Job: Technical Support Analyst 
Office Location: Birmingham, West Midlands
Salary: £27k to £29k, depending on experience
Hours of Work: Monday to Friday, 9.00 am to 5.00 pm
Supervisory Responsibilities: No
Travel Required: National travel required in line with business requirements



ADDITIONAL BENEFITS
· 25 days’ annual leave in year 1, rising to 28 days in year 4, plus bank holidays, one birthday day, one wellbeing day and half a day for Christmas shopping.
· Pension contributions of 5% employee and 4% employer.
· Opportunity for time off in lieu (TOIL) and overtime, subject to business requirements.
· Training and development opportunities.
· Access to other organisational benefits.



MAIN PURPOSE OF ROLE
The Technical Support Analyst provides responsive, customer-focused technical support to colleagues across Compass Community. The role diagnoses and resolves hardware, software, access and connectivity issues, helping users work safely and effectively across office, education, care and remote-working environments.
The postholder will provide first- and second-line support for Microsoft 365 applications, Windows 11 devices, supported web browsers, desktops, laptops, mobile devices, printers and other peripherals. They will complete PC break/fix activity, device builds, software installation, account administration and routine troubleshooting, escalating more complex issues to specialist teams or suppliers where required.
Using ServiceNow, the Technical Support Analyst will record, prioritise, investigate and resolve incidents and service requests within agreed service levels, maintain clear user communications and produce accurate support documentation. The role will follow organisational standards for safeguarding, UK data protection and cyber security, and will provide on-site support and national travel where business needs require it.


KEY RESPONSIBILITIES
Technical Support and Incident Resolution
· Provide first- and second-line technical support by telephone, remote support tools, ServiceNow and in person.
· Diagnose and resolve incidents affecting desktops, laptops, mobile devices, printers, monitors, docking stations and other workplace peripherals.
· Complete PC and laptop break/fix activity, component replacement, warranty liaison and preparation of equipment for repair, redeployment or secure disposal.
· Troubleshoot operating system, application, login, printing, performance and connectivity issues, applying documented fixes and escalating appropriately.
· Take ownership of assigned tickets through to resolution, keeping users informed and meeting agreed service levels and quality standards.
Microsoft 365, Windows and Browser Support
· Support Microsoft 365 applications and services, including Outlook, Teams, OneDrive, SharePoint and the Microsoft Office desktop applications.
· Install, configure, update and troubleshoot Windows 11 devices in line with organisational build and security standards.
· Diagnose issues affecting supported web browsers, including access, compatibility, extensions, profiles, cookies, cache, certificates and browser-based applications.
· Support user accounts, passwords, multi-factor authentication, permissions, shared mailboxes and access requests in accordance with approved procedures.
· Provide clear guidance to users on effective use of Microsoft 365, Windows 11 and approved business applications.
Device Provisioning and Site Support
· Build, configure, deploy, move and recover desktops, laptops, mobile devices and peripherals using approved processes and tools.
· Complete joiner, mover and leaver tasks, including equipment preparation, account changes, access checks and asset record updates.
· Maintain accurate hardware, software and asset information, including device location, ownership, status and warranty details.
· Provide on-site technical support at offices and services, including desk setups, equipment replacement and basic meeting-room technology support.
· Liaise with suppliers and internal specialist teams to progress repairs, replacements and escalated technical issues.
ServiceNow, Documentation and Customer Service
· Use ServiceNow to record complete and accurate incident, request, task, resolution and escalation information.
· Prioritise work according to impact, urgency and agreed service levels, escalating risks, recurring faults and potential major incidents promptly.
· Create and maintain knowledge articles, troubleshooting guides, user instructions and standard operating procedures.
· Communicate clearly with technical and non-technical users, setting realistic expectations and confirming that service has been restored.
· Identify recurring issues and improvement opportunities, sharing findings with colleagues and supporting updates to processes and knowledge.


Security, Compliance and Team Working
· Follow approved information security, data protection, acceptable-use, safeguarding and access-control procedures.
· Recognise and report suspected phishing, malware, data loss, unauthorised access and other security incidents without delay.
· Apply software updates, endpoint protection and secure configuration requirements in line with organisational standards.
· Work collaboratively with service desk colleagues, infrastructure teams, application specialists and third-party suppliers.
· Undertake national travel where required to provide technical support across Compass Community locations.

REQUIRED SKILLS & EXPERIENCE
· Practical experience in a service desk, desktop support or technical support role providing first- or second-line assistance.
· Hands-on experience supporting Microsoft 365, including Outlook, Teams, OneDrive, SharePoint and Microsoft Office applications.
· Good working knowledge of Windows 11 installation, configuration, updates, user profiles and troubleshooting.
· Experience supporting web browsers and diagnosing access, compatibility, cache, cookie, extension, certificate and browser-based application issues.
· Practical desktop and laptop break/fix experience, including fault diagnosis, component or peripheral replacement, builds and equipment deployment.
· Experience of using ServiceNow or a similar IT service management system to manage incidents and service requests.
· Basic understanding of user accounts, permissions, multi-factor authentication, networking, Wi-Fi, TCP/IP, DNS and DHCP.
· Strong troubleshooting and problem-solving skills, with the ability to gather relevant information and follow issues through to resolution.
· Clear written and verbal communication skills and the ability to support users with different levels of technical confidence.
· Awareness of cyber security, UK data protection, confidentiality and safeguarding requirements.
· Ability to organise workload, meet service levels, work independently and travel nationally when required.


DESIRABLE SKILLS & EXPERIENCE
· A relevant technical qualification or certification, such as CompTIA A+, Microsoft Fundamentals or equivalent practical training.
· Experience with Microsoft Intune, Entra ID, Autopilot or other endpoint and identity management tools.
· Experience supporting mobile devices, meeting-room technology, printers and other shared workplace equipment.
· Familiarity with remote support tools, device imaging, software deployment, asset management or hardware warranty processes.
· Experience working within a multi-site, education, care, safeguarding-led or otherwise regulated environment.

PERSONAL ATTRIBUTES
· Communicates patiently and professionally, listens carefully and explains technical information in clear language.
· Takes ownership of support issues and applies a logical, methodical approach to troubleshooting.
· Remains calm and customer-focused when managing competing demands or service disruption.
· Works professionally and appropriately within services supporting children and young people.
· Demonstrates reliability, attention to detail and a strong commitment to confidentiality, safeguarding and secure working practices.
SUCCESS IN THIS ROLE LOOKS LIKE
· Users receive prompt, professional support and are kept informed throughout the life of their ticket.
· Incidents and service requests are accurately recorded in ServiceNow and resolved within agreed service levels wherever possible.
· Microsoft 365, Windows 11, browser, hardware and peripheral issues are diagnosed effectively and escalated with clear technical information when required.
· Devices are securely configured, deployed, maintained and recorded, with break/fix activity completed safely and efficiently.
· Support documentation and knowledge articles are accurate, useful and contribute to consistent resolution and user self-service.


ABOUT COMPASS COMMUNITY
Compass Community exists to create a future of strength and opportunity for every child. We provide specialist fostering, residential care and education services through an innovative, therapeutic approach that puts children at the centre of everything we do. Our ambition is bold but clear: to be the UK’s leading children’s services provider, reaching more children, being the best place to work in the sector, and transforming children’s services for good — all while maintaining the highest standards of quality and safeguarding.
OUR PEOPLE AND OUR REACH ETHOS
Our people live our REACH ethos every day — we are Resilient, Educators, Accepting, Child-Centred and Holistic. This means we keep showing up, especially when it’s tough, because trust, healing and growth depend on it. We listen, we learn, and we adapt, knowing that change starts with us. We accept every child exactly as they are, and help them belong, connect and thrive. This is who we are and what we stand for — and we expect everyone who joins us to do the same.
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