Job Description: Web Supporter 
	Department: Web Services 


	Responsible to: Head of Web Services

Reports to: Web Development Manager
Location: Claverton Campus, University of Bath



	Main Function of the Job: 

To provide Web Support to staff in a rich and diverse academic environment. You will be expected to efficiently resolve support calls and emails and to plan your workload accordingly. You will establish and maintain positive relationships with colleagues across the University and the Web Services team.  Within the role you will be expected to support all aspects of development, design and delivery. 

The Web Supporter is responsible for making sure all queries are dealt with in an efficient and timely manner.  In addition they are responsible for escalation, customer feedback gathering and booking training.



	Main Tasks:

1. Have a strong technical and troubleshooting background 

2. Have experience / knowledge of HTML and web development to be able to make recommendations on solutions to use for specific purposes.

3. Respond to tickets within defined Service Level Agreements 

4. Monitor, report and pass on tickets from a collection of support queues.

5. Answer phone, email, RT in accordance with Web Services service levels.  Liaising closely with colleagues in the team and Computing Services to resolve issues where necessary.

6. Conduct periodic and regular checks of Web Support services ticket queues to ensure a high quality of service is being delivered. Including ensuring tickets are closed correctly and soliciting customer feedback.

7. Promote and develop relationships with colleagues in Web Services and beyond to ensure a smooth call resolution process.

8. Understand the relationship between the support Web Services provide and what University staff need in terms of services and make recommendations for improvements.

9. To maintain and advise on key day to day Web Services processes.

10. Advise end users on appropriate and acceptable use of the University website.


	Date of issue:  May 2011


Person Specification

	Criteria


	Essential
	Desirable
	Assessed by

	 
	A/F
	I/T
	R

	Qualifications

	Educated to degree level or equivalent experience
	
	X
	x
	x
	x

	Experience/Knowledge

	Experience of support processes and procedures
	X
	
	x
	x
	x

	Experience of working in an HE environment
	
	X
	x
	x
	x

	Skills

	Technical competence and proven troubleshooting skills
	X
	
	x
	x
	x

	Experience of using a Content Management System
	
	X
	
	
	

	Good understanding of complex websites and typical web issues (HTML, CSS)
	X
	
	x
	x
	x

	Experience with or exposure to configuration of the Apache web server  
	
	X
	
	
	

	Ability to assimilate new support tasks, while retaining and developing established ones.
	X
	
	x
	x
	x

	Attributes

	Good written & oral communication skills
	X
	
	x
	x
	x

	Good interpersonal skills
	X
	
	x
	x
	x

	Ability to work with staff at all levels
	X
	
	x
	x
	x

	Ability to work to deadlines
	X
	
	x
	x
	x

	
	
	
	
	
	


Code: A/F – Application form, I/T – Interview/Test, R - References
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