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GSA Job Description

	Job Title
	Senior Technical Systems Analyst
	Location
	Hybrid

	Department
	Digital Services

	Team
	Service Transition
	Date updated
	September 2022

	Job Family and level
	Job Family: 
Level: 
	Job Evaluation Score
	

	Organisational  Structure

	· Reports to: Technical Team Lead


	Role Purpose

	· Enhance Digital Services as a subject matter expert, providing advice and specialist knowledge to colleagues relating to the full suite of ICT services to result in increased organisational performance and effectiveness.
· Working as part of a diverse Service Transition team on the strategic roadmap for ICT, including selection, implementation, technical system design and new service introduction of all Technical Systems/Solutions at GreenSquareAccord.  Leading on the provision, development and maintenance of a suite of high-quality ICT services, hardware and software applications that are tightly integrated with business processes, the overarching operating model and GreenSquareAccord’s strategic objectives.
· The post holder is a Senior Technical Systems Analyst and as such will share responsibility for planning and aligning resources to meet demand.
· Act as a catalyst for effective change delivery whilst also delivering commitment to managing all operational issues/requests in a timely and effective manner. 


	Key Accountabilities

	Service Transition / Products and services continually meet stakeholder expectations for quality, costs and time to market.  
· Work with Service Transition leadership on delivery of Transition Planning and Support.
· Ensure that Digital Services’ change schedule matches the key business priorities, including the delivery of projects and ongoing maintenance activities. Communicate change schedules effectively with business stakeholders and manage escalations consistently. 
· Effective stakeholder management of key representatives associated with any aspect of GreenSquareAccord’s line-of-business systems. It will be vital to impact assess any system implementations and identify all stakeholders to ensure buy-in across the Group.
· Ensure effective technical changes are planned, deployed, tested and promoted to live following GreenSquareAccord’s Change Management Policies and Processes. Review all failed or nonapproved changes to identify and implement improvement actions.
· Act as Technical SME on relevant digitisation and mobilisation of new and existing services and systems across the Group to support the reduction of inefficiency in business processes and reduce cost.
· Develop and maintain Service Asset and Configuration Management capability which denotes key service relationships for both current and planned work 
(key systems, interfaces, associated functionality and 3rd party providers), to all levels of the organisation. 
· Service Validation and Testing, ensure that all projects impacting ‘Live’ operation are subject to an ‘Operational Readiness’ assessment. A holistic view that considers: operability, reliability and maintainability of the new / changed services. 
· Manage systems upgrades and patches and support key business users with User Acceptance Testing and with developing and maintaining thorough UAT scripts.
· To be involved in disaster recovery and testing where appropriate ensuring readiness and ability to restore service to systems in the Housing Management solution during a Business Continuity Event.
· Maintain and keep up-to-date full documentation around relevant systems and developments including policies and procedures as well as providing training and support to users.
· Release and deployment, the role involves planning, project management and change management of all new features and functionality to ensure that ICT systems are developed in an integrated way with maximum business value.
· Act as an ambassador for the change process to prevent unapproved service downtime. 
· Providing high standards of customer service for all Service Transition related calls assigned to the Digital Services Helpdesk – working with the Service Desk and Infrastructure teams to ensure satisfaction, timeliness and quality.
· Work with software vendors to keep abreast of future developments and to advise the business accordingly, including attending User Groups and Conferences where necessary.
· The role leads on continuous improvement activities for Service Transition processes and seeks opportunities from that work enabling value creation to GreenSquareAccord by analysing the root cause of issues and creating innovative and permanent solutions.

	Responsibilities

	Confidential information
	The post deals with highly confidential and potentially commercially sensitive information. Ensure security of data, especially sensitive personal data, in line with the information management policy/ICT policy.

	Budgetary/Financial
	N/A

	Security
	Administration-level access to key servers required to support the relevant systems. Responsibility for applying and maintaining user security in line with GreenSquareAccord’s policies.

	Specialist Advice
	N/A

	Health and Safety
	· Employees have responsibilities in respect of health and safety. In particular they will:
· Co-operate at all times with management in the implementation of and adherence to health and safety policy and procedures;
· Take reasonable care for their own safety and for the safety of others who may foreseeably be affected by their actions at work;
· Not intentionally or recklessly interfere with or misuse anything provided for the purpose of health and safety at work;
· Report all health and safety concerns to line managers;
· Assist with the completion of the risk assessment programme.

	Working Relationships and  Contacts

	Internal
	All GreenSquareAccord staff including Executive Team and board members.

	External
	· Suppliers
· Local authorities
· Housing associations
· Government agencies
· Voluntary organisations

	Other

	· Undertake other duties as may reasonably be required.





Person Specification

	 
	Essential
	Desirable

	Qualifications

	Professional Qualifications
	[bookmark: _Hlk100222839] 
	ITIL Foundation Certificate.

	Membership of Professional Body
	
	

	Specialist Qualifications 
	
	Microsoft Data / Technology Certifications.

	General educational ability
	BTEC HND/HNC or equivalent ability or vocabulary, verbal reasoning and numerical skills to the equivalent ability level.
	

	Knowledge, Skills and Experience 

	Experience (general)
	Working in an ITIL / ITSM environment.

At least 3 years’ experience working in a Service Transition / Application Support or analytical role.
	

	Initiative and Creativity
	Able to use initiative and be proactive and self-motivated with a pragmatic and flexible working style.

	Practical involvement of continual service improvements.

	Problem solving/analysis/
Decision Making
	Excellent technical analysis skills; the ability to collect & understand/link data to creatively solve problems & to arrive at sound decisions.

The ability to interpret customer business needs and translate them into technical operational requirements.
	

	Report/document/
letter writing/Minute taking

	Experience of creating business intelligence reports using Microsoft SQL Server, SSRS.

Ability to accurately capture minutes and actions.
	Experience with Power BI.


	Project management
	Ability to plan, organise & successfully execute multiple tasks simultaneously with timeliness & accuracy.

	Experience of coordinating an ICT project, such as application upgrades / high impact organisational projects.

	Finance/Budgetary 
	
	

	Procurement/
contract management
	
	

	Management and Leadership
	
	

	ICT/Software
	Experience using SQL script and SSMS.

Working knowledge of Office 365 and cloud software.

Experience of working with current digital platforms and products.

Experience using and maintaining test environments.

Basic knowledge of software release life cycle.

Understanding of systems architecture, topology and to identify single points of failure.

	Experience as a systems administrator on housing systems / applications.

Involvement in systems upgrades.

Familiarity with the Microsoft Azure services.

Experience in test planning and coordinating UAT activities.


	Other

	Occasional scheduled, or emergency, out of hours working may be required.
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