
USER SUPPORT & TRAINING OFFICER 
 

SECTION I: 

This section gives a brief description of why the job exists in relation to the larger context of the 

organization and its goals. 

Job Title:   USER SUPPORT & TRAINING OFFICER 

Department:  ICT CENTER 

Location: COLLEGE/CAMPUS 

   

ORGANIZATIONAL STRUCTURE: 

 

Supervisor (2nd Level):   Director ICT 

Supervisor (1st Level):   Deputy Director ICT 

Incumbent Job Title:    User Support & Training Officer 
Subordinates (1st Level):   Audio Visual, ICT & Network Technician 

Subordinates (2nd Level):   Interns 

 

 

MAIN PURPOSE OF THE JOB: 

The Customer Support Officer’s role is to supervises the maintenance and security of technical 

services and information on campus, as well as ensuring adequate training and abilities of IT 

employees and that the university’s ICT users receive outstanding support and all their ICT needs 

are met. This involves creating user support policies and procedures for staff and students to adhere 

to, training staff and students and assisting unsatisfied users. He will over-see the user support and 

training team’s day-to-day functions on campus being in charge of the campus ICT services. 

Identifying and assessing current and future training needs, drawing development plan and 

deploying a wide variety of training methods will be some of his responsibilities. 

The incumbent will also be responsible for directing and managing activities related to the User 

Services function and directly manage the campus service desk personnel. This individual will 

assist in governing user service processes and procedures across on campus. This position will 

help develop the organizational service desk technology roadmap, industry comparable service 

desk support model and champion the standardization, maintenance and inventory of the end user 

computing environment.  He will also provide support to all business units alongside supporting 

and leading efforts toward university systems alignment and standardization.   

SECTION II 

This section under column 1 describes the key result areas of the job, and the activities required 

to achieve these. Column 2 indicates the measurements/standards required to ensure the activity 

has been carried out to quality and quantity standards. Column 3 indicates whether there is 

further approval or control on the activity. 



(1) 

Key result areas and related activities 

 

(2) 

Performance Standards 

(where applicable) 

(3) 

Extent of 

discretion        
(where applicable) 

1. Planning: 
1.1 Coordinates training and orientation 

for new technology users and helps 

them become familiar with ICT 

services. 

1.2 Ensures all users benefit from 

effective technology and efficient 

Internet access, and continually 

assesses needs and requirements. 

1.3 Organises support, troubleshooting, 

and repair for IT equipment, systems 

and networks 

1.4 Helps define standards and governs 

end user computing purchases.   

1.5 Providing guidance for problems 

and questions 

1.6 Oversees ICT support team 

members for the campus. 

1.7 Develops and maintains emergency 

plans to address equipment, power, 

or security failure to ensure 

preservation of technology and data 

1.8 Identify and assess the training 

needs in consultation with managers. 

1.9 Develop individualized and group 

training programs that address 

specific needs. 

1.10 Assess employees’ skills, 

performance and productivity to 

identify areas of improvement. 

1.11 Create a materials to facilitate 

strategic training based on the 

organizations goals. 

1.12 Keep abreast of training trends, 

developments and best practices 

1.13 Responsible for creating policies 

and procedures for their staff.  

1.14 Work with ICT Team in 

developing an industry standard 

service desk support model. 

LUANAR Strategy  

 

 

Institutional annual 

objectives 

 

 

 

ICT Procedures 

 

Current Cyber Security 

standards 

 

 

 

 

ICT strategy/ICT Policy 

Incumbent 

Responsible 



1.15 Coordinate, develop and 

document a campus troubleshooting 

standards guide. 

1.16 Coordinate collaboration efforts 

to identify, analyze, and implement 

a university Service Desk tool  

1.17 Work with ICT Director on 

reporting needs regarding what 

would add value to the user support 

process 

1.18 Work to help align campus and 

university user support processes. 

1.19 Provide data and reporting of 

KPI’s and trends to Director of ICT 

in ad-hoc, weekly, monthly and as 

needed timeframes. 

1.20 Keep confidential all applicant, 

client, and verification and company 

proprietary information.  

1.21 Consolidate, track and report on 

all survey actionable items. 

1.22 Coordinate and lead IT 

functional improvement efforts 

alongside the Director of ICT.  

1.23 Contribute to the planning and 

deployment of Office 365 university 

wide. 

1.24 Manage campus PC 

Standardization efforts. 

1.25 Identify opportunities in end 

user computing options and 

standardizations (tablets, virtual 

computing, backup solutions, 

handhelds, etc). 

1.26 Look for cross-training 

opportunities to help increase First 

Call Resolution at Service Desk by 

working with each ICT functional 

unit. 

1.27 Work with university units on 

current and future business 

objectives and the IT requirements 

needed to support these efforts. 

1.28 Contribute in managing projects 

for IT and the external business 

units. When necessary engage 



during the planning stage of project 

life cycle and assist as needed 

through project completion. 

1.29 Define, together with the Project 

Owner, project goals, scope, 

deliverables, constraints, acceptance 

criteria and project structure.  

1.30 Make realistic resource- and 

budget- and time planning.  

1.31 Get commitment from internal 

and external resources and manage 

expectations as delegated.  

1.32 Minimize risk and exposure. 

Review how more serious issues and 

risks might impact on scope, 

schedule, quality and cost;  

1.33 Ensure that completed projects 

are delivered with comprehensive 

documentation and support ensuring 

that these can be effectively 

sustained within the organization.  

1.34 Facilitate IT related training 

efforts for the campus users, ensure 

team is providing support and 

guidance to help improve not only 

support but knowledge transfer. 

1.35 Partner with stakeholders to 

ensure clear requirements 

documentation. 

1.36 Assess and manage campus ICT 

risks. 

1.37 Seek and partner with reliable 

vendors and suppliers. 

1.38 Monitor and forecast upcoming 

levels of demand. 

2. Acquisition and Deployment: 

2.1 Monitors online security for 

users and networks and takes 

appropriate steps to address 

security breaches if necessary 

2.2 Understanding of available 

technology and researches to 

learn about innovative 

solutions and new releases 

 

ICT Strategy 

 

 

 

Incumbent 

Responsible 



2.3 Select and manage resources, 

including working with both 

internal employees and 

training vendors to develop 

and deliver training. 

2.4 Manage the technologies and 

technical personnel required 

to develop, manage and 

deliver training. 

2.5 Analyze metrics and measure 

service delivery performance. 

2.6 Ensure that the Service Desk 

is fully using appropriate 

knowledge management 

tools and practices in order 

to provide a more effective 

and efficient service to 

customers. 

2.7 Responsible for ensuring that 

the Service Desk has the 

requisite knowledge to 

process user incidents 

effectively. 

LUANAR Strategy 

 

 

 

 

 

3 Operational Management: 
3.1 Establishes relationships with 

technology and component vendors 

3.2 Performs IT Business Analysis 

including process alignment and 

best practices for process 

improvements in the Service Desk 

area. 

3.3 Manages the procurement process 

for information systems hardware, 

software, and resources related to 

end user computing on campus 

3.4 Supervises Audio visual, IT and user 

support staff on campus;  

3.5 Oversees computer systems and 

software maintenance and repair;  

3.6 Assists with computer equipment 

purchasing and installation;  

3.7 Maintaining networks and 

connectivity for users. 

3.8 Training subordinate and 

management staff 

 

ICT Strategy 

 

Ad-Hoc Reports 

 

 

University policies 

 

ICT Strategy 

 

Incumbent 

Responsible 



3.9 Offers specialised expertise in IT 

demands for the campus 

3.10 Develop training manuals that 

target tangible results. 

3.11 Implement effective and 

purposeful training methods. 

3.12 Effectively manage the training 

budget. 

3.13 Evaluate organizational 

performance to ensure that training 

is meeting university needs and 

improving performance. 

3.14 To ensure users receive excellent 

and consistent service by ensuring 

that all employees provide the same 

type of assistance and handle issues 

in similar manners. 

3.15 Make sure ICT support staff 

know the policies and adheres to 

them at all times. 

3.16 Analyze ICT support team to 

establish whether or not all 

personnel are following the best 

practices.  

3.17 Standardized performance 

metrics should be established to 

ensure all employees are judged by 

the same measurements and criteria. 

3.18 Defusing situations with 

unhappy customers. 

3.19 Look to mature campus Incident 

and Problem Management process 

with feedback. 

3.20 Assist ICT team in expanding 

and standardizing distributed 

support services.  

3.21 Explore campus cross training 

and cross function (Network, 

Datacenter and User Services) 

support opportunities. 

3.22 Maintain dotted line reporting of 

campus IT User Services Teams to 

improve collaboration and service 

delivery to the campus. 



3.23 Drive ticket problem 

management, resolution and develop 

strategies for improvement. 

3.24 Monitor and manage the phone 

and ticket queues (participating in 

escalated calls as needed). 

3.25 Manage process for 

communicating outage/emergency 

activities to the campus. 

3.26 Coordinate IT survey 

composition, review survey 

feedback to improve services, tools 

and support experience. 

3.27 Lead, audit, and approve IT 

work instructions as it relates to 

work flows, security, and other 

university initiatives. 

3.28 Develop and release IT related 

communications to college and 

university units. 

3.29 Collaborate with Director of ICT 

in managing vendor relationships 

and contract reviews for services 

including: Antivirus, software 

licensing, service desk tools 

3.30 Identify procurement standards 

for university use.  

3.31 Assist Supply Chain team with 

review and validation of 

supportability and scalability of 

computing systems. 

3.32 Develop, lead and execute 

desktop purchasing strategies. 

3.33 Track and report key functional 

metrics to reduce expenses and 

improve effectiveness. 

3.34 Determine quantity and timing 

of deliveries. 

 

SECTION III 

Key decisions Made: 

State the 2-3 major decisions that will be made on the job. These flow from university/ individual 

objectives 

 Decides user support and training technologies to support university operations 



 Decides resolution of all ICT user support and training related issues 

 Decides ICT systems requirements 

 

Support & job tools: 

Decide the support given, to whom and how often. 

 Requires support from ICT Director’s office 

 Requires support from staff members (both University and College Managements) 

 

Knowledge 

 Minimum BSc in Computer Science/IT related field,  

 Ability to conceptualize, plan and implement strategic developments 

 Familiar with traditional and modern training processes. 

 Highly computer literate, knowing mediation and conflict resolution techniques 

 Understanding of customer service practices with strong customer service disposition 

 Ability to understand business processes and align those with technology. 
 

Skill 

 ICT solution design, negotiations skills, strong leadership skills 

 Written and verbal communication, fantastic interpersonal skills,  

 Decision making, critical thinker with innovative problem solving skills. 

 Teamwork, attention to detail, ability to stay calm under pressure,  

 Having wonderful customer service skills, ability to meet goals. 

 Good mediation skills are essential 

 Fantastic organizational and time management skills. 

 

Required Experience & Attitude: 

 Minimum of 2 years experience in training and user support 

 Experience with Computers and Networks, Leadership, Management, Staffing,  

 Superb track record in developing and executing successful training programs. 

 Strategic and creative mindset. 

 Meticulous attention to detail. 

 Hands on technical expertise and exposure to Office 365 and the whole Microsoft 
desktop stack. 

 

 


