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ROLE PROFILE
	Job: ICT Trainer
	Reports to: Head of ICT Service Delivery
	Tier: 4R



	Job Purpose: 
To ensure that the Group’s staff have the knowledge, ability and resources available to them to enable them to make the most effective use of the Group’s ICT resources. To create effective training resources for existing and new technologies that enable staff to become effective IT users.  To work with other members of the ICT Department to ensure that systems, process and people are fully aligned and that the right working practices are embedded across the Group.

To work with the People OE team to provide IT training courses and learning materials that caters for all learning types.  To work with the Service Desk Team to identify training needs through analysis of service desk calls and provide the required training, thus reducing the number of call to the Service Desk.  To manage and promote  the ICT Training portal as a the first port of call for users  

	Key Competencies:

· Flexibility & Resilience
· Interpersonal Understanding

· Developing Others

· Results Focus

· Meeting Customer Needs

· Gathering/Seeking information

· Innovation

· Problem Solving & Decision Making

· Building Relationships



	Key Responsibilities:
1. Develop, manage and promote a System Expert framework that creates a pool of available knowledge within the Group for each of the Group’s main Business Applications

2. Be a System Expert for the Group’s Housing, Finance and Document Management Systems. 

3. Work with OE Team, create a proactive training service that utilises the System Expert pool to deliver ICT related induction training and on-going training resources / support to our internal customers.

4. Ensure the System Expert Pool has the skills and competencies required to deliver training, by delivering train the trainer courses and ensuring that they are aware of the latest working practices.

5. Create a self-serve support service (knowledge base, guidance library and hints and tips) that enables our customers to resolve low level support issues and build up their own knowledge and expertise.

6. Utilise the Group’s Social Media tools to promote the self-serve support service and provide ad-hoc  useful tips to staff

7. Work with other members if ICT and Group project teams to deliver improvements in the way we work and ensure that staff are utilising the available ICT resources to work effectively and that consistent working practices are embedded across the Group

8. Create and maintain the Group’s End User Documentation Library ensuring that all Guidance notes are kept up to date with the Group’s  latest working practices

9. Work with the Applications Team to organise User Acceptance Testing of planned application upgrades and ensure that any newly available functionality is reviewed and if appropriate made available to customers.

10. Work with Service Desk to identify ad-hoc customer training needs or organise System Expert mentoring / buddying.

11. Work with colleagues within the ICT teams to promote the use of ICT within the Group and with external customers and be an Ambassador for Continuous Improvement and Learning through technology.  

12. Work with operational staff to ensure Business Readiness on software implementation projects 

13. Communicate effectively with ICT and operational staff to help promote collaborative working partnerships   



	
	Essential
	Desirable

	Knowledge skills & experience


	Essential:

· Substantial experience of delivering IT training and producing training and procedural materials

· Good general level of education.

Technical Skills:

· High levels of IT literacy (Microsoft Office, Word, Excel, Visio, Project)

· Ability to produce clear, well-structured training and procedural documents

· Ability to deliver structured training to customers of varying IT literacy

Personal Skills, Knowledge & Abilities:

· Ability to build and maintain positive relationships with others at all levels of the organisation to achieve results

· Excellent communication and influencing skills

· First class customer service skills

· Ability to promote the good practice of Your Housing Group

· Proactive approach to continuous improvement and learning through technology


	· Knowledge and understanding of the Social Housing sector or with local authorities
· Level 3 Certificate in Learning Development Practice


	Specific Role Accountabilities for People, Finance and Policy( ie accountability for managing a team/ budgets etc)
	
	

	Key Relationships (internal/external)

	· Broad engagement across all levels in the group
· Works closely with Service and project delivery teams
	

	Qualifications

	
	

	Safeguarding of Children Young people and Vulnerable Adults 

Your Housing Group is committed to safeguarding and promoting the welfare of children, young people and vulnerable adults and expects all staff to share this commitment. 

As a Your Housing Group employee, it is your responsibility to attend safeguarding training in accordance with YHG safeguarding training strategy and to be aware of and work in accordance with the YHG safeguarding policies and procedures and to raise any concerns relating to such procedures which may be noted during the course of duty.


YHG Values:    Passion
Pride
Creativity
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