
JOB DESCRIPTION 

 

Job Title:  First Line Support Officer 

Reporting to:  Senior Systems Administrator 

Location: Aldgate, London 

Hours of Work: 37.5 hours per week Monday to Friday shifts with 

weekend cover work  

Contract:  Full time, permanent 

Salary: £24,480 

Benefits: 33 days annual leave plus bank holidays; Dementia UK 

contribute 8% towards an Aviva pension (employees are 

not required to contribute, however they can if they 

wish); cycle to work scheme; season ticket loan 

Job Summary 

Dementia UK’s Admiral Nurses provide the specialist dementia support that 

families need. Admiral Nurses offer specialist one-to-one support to anyone 

affected by dementia. We work together with families and other dementia 

services, using our experience and expertise to foresee and avoid crisis, 

and upskill others in the care pathway. 

Our Information Services team plays an integral part in driving a rapidly 

expanding Dementia UK forward, from supplying equipment and managing 

our internal support function to leading on digital strategy. Our vision is to 

create a ‘Digital DUK’ to transform business processes with technology, 

harness the power of the organisation’s data to create real insight and use 

innovation to support our Admiral Nurses in an ever-changing technological 

landscape. 



To ensure we are able to deliver our digital vision; we are fast moving into 

the world of cloud computing where all technical staff members are required 

to engage, adapt and meet the demands within the industry to support the 

smooth transition. 

We must keep the critical IT Infrastructure running and ensure that our 

staff have a positive experience when using technology. The First Line 

Support Officer will support multiple systems under the supervision and 

guidance of the Senior Systems Administrator and develop and maintain 

excellent relationships with users. 

Key Responsibilities 

 Maintaining  support documentation on SharePoint 
 Troubleshooting issues logged by users using an online service 

desk platform. 
 Assist in ensuring that any assigned development is properly 

versioned, adhering to change control and testing procedures at 
all times 

 Assist the Senior Systems Administrator with infrastructure 
maintenance tasks, identify issues and implement network level 

solutions 
 Help to document new processes and procedures 

 Front line call resolution for all IT related issues and provide 
remote support where needed 

 Prioritisation of workload ensuring that problems and service 

requests are managed through to resolution within agreed 
service levels. 

 Ensure all support calls within the call logging system follow good 
process and procedures 

 Identifying recurring problems / call types and suggesting 
problem management processes to resolve 

 Deliver outstanding customer service to all IT users 
 Support and administration of Windows Active Directory and 

Exchange environments 
 Perform miscellaneous job-related duties as assigned by your 

manager 

Person Specification 

 Experience specifying, configuring and troubleshooting user issues 

in a changing Windows environment 

 Experience in supporting and administering Windows operating 

systems, Active Directory and Exchange 

 Experience in support and administration of Office 365 



 Ability to deal with issues for end users face to face and remotely 

according to business need 

 Experience with using remote support applications, such as 

TeamViewer and Citrix Go To Assist, MDM, Desktop Central 10 or 

similar 

 Ability to communicate complex technical concepts to non-technical 

staff 

 Experience of Apple, Android, and Windows products 

 Working knowledge of a network infrastructure 

 Ability to handle high workloads and high pressure working 

environments 

 Great Office 365 skills 

 General knowledge of TCP/IP rules 

 A sound understanding of technical IT issues to enable discussions 

with internal and external technical specialists 

 Up-to-date knowledge of Microsoft Office suite with strong Outlook 

skills 

 Passion for great customer service with the ability to work 

effectively with colleagues across the organisation 

 Ability to communicate technical system matters to non-technical 

staff clearly and in a manner whereby they are able to fully 

understand the issues 

 Good standards of written and verbal communication 

 Experience of implementing and upgrading applications, networks 

and physical servers 

 Ability to follow changes through to resolution, ensuring that the 

best solution and changes are implemented with no negative impact 

to the operation 

 Ability to make decisions on escalate where necessary 

 Willingness to work shifts 

 


