Role Description: IT Desktop Support

ROLE OVERVIEW

The IT Desktop Support provides first-line desktop support and trouble shooting
throughout ABT to team members, freelancers and contractors to ensure the efficient
operation of ABTOs IT network.

REPORTING STRUCTURE
As IT Desktop Support you report to the IT Manager who looks after your individual
and professional interests at ABT.

KNOWLEDGE & EXPERIENCE

O

A solid understanding of the operating systems: understanding paging and
swapping, peripheral devices (printers, wireless cards), file system concepts,
can use performance analysis to tune systems.

A through working knowledge of Apple Computer Hardware and Mac OS
platform.

An up-to-date knowledge new IT equipment, technologies and systems
solutions.

A solid understanding of the Internet and its operating systems.

A thorough understanding of ABTOs business needs including policies and
procedures.

A working knowledge of the latest best-practice approaches within the field of
Mac technology.

A thorough knowledge of ABTOs business, organisation and its offer.
Knowledge of all ABT management systems.

A thorough knowledge of ABT procedures and policies (e.g. O H & S, budgets,
project management systems, timesheets, archiving systems, administration).
Computer literate - word processing, diary management, database management,
specialist accounting programmes.

KEY RESPONSIBILITIES

e}

o

Maintains a high level of desktop and laptop system and service availability and
uptime.

Ensures printers operating efficiently at all times.

Helps team members, contractors and freelancers with computer systems issues
- reporting verified trouble to vendors when appropriate.

Maintains ABTOs hardware, identifying hardware problems and arranging offsite
repairs when required as well as encouraging preventative maintenance.
Manages scheduling of ABT show computers, wireless cards & other computer
hardware, software.

System administration, including operation system upgrades and configuration,
system and network security, software installation, site licence monitoring and
enforcement.

Pre-empts issues and takes steps to ensure IT downtime is minimised.
Complies with and respects ABT's policies, procedures and processes.
Complies with all Occupational Health & Safety legislation and promotes a safe
working environment and work practices which encourage employee health and
well-being.



THE ESSENTIAL SKILLS & BEHAVIOURS OF A DESIGNER

Flexibility: You are flexible both in your ability to manage multiple tasks effectively
and also in your mindset. You put in the effort and hours needed to get the job done
to delight your ABT team. You are able to meet and adapt to the needs of ABTOs
business and team members. You think quickly to find solutions to IT problems.
Detail focused: You have a strong attention to detail and ensure the accuracy of all
that you do.

Organisation and time management: You are able to prioritise and plan tasks
effectively.

Creativity: You actively contribute ideas to the IT team and are always looking for
new and innovative systems and procedures to produce the best solution for ABT.
Communication skills: Your verbal and written communication skills are strong B
you effectively present IT information clearly to train users in a user friendly manner.
You listen actively. Even under pressure you communicate calmly and effectively.
Problem solving: You will persevere until a solution is in place and will go the extra
mile to achieve this. You are proactive in spotting issues and assume responsibility
for resolving them B finding the best solution for ABT and its people.

Collaboration: You work effectively with others and are a strong and supportive
team collaborator. You build positive and constructive relationships within ABT,
Photon, clients and with external suppliers. You understand front-line project teams,
client & supplier issues and needs, have empathy for them and take these into
account in all dealings. You ensure effectively brief and manage external vendors.
Building Relationships: Gains an understanding of the needs and concerns of the
customer by asking appropriate questions.

o Responds to internal and external customer calls and enquiries promptly,
courteously, accurately and efficiently.

o Provides information requested by internal stakeholders in a timely manner.

o Monitors and follows through to ensure the customerOs needs and requirements
are met.

o Takes ownership for resolving problems, involves the right people and/or
escalates when required.

o Explains reasons why customer requests cannot be achieved in a clear and
empathetic manner, offering and discussing alternative solutions where
possible.

o Provides accurate information and necessary documentation to customers in a
timely manner.

KPI'S
o Ensures minimal IT downtime across ABT.
o Ensures client satisfaction of IT desktop support across ABT .
o Prompt and effective troubleshooting of IT issues.
o Actively drives own development.
o Effectively complies with all ABT processes, policies and procedures.
o Consistently meets behavioural requirements of the role.
o Lives the ABT values.

ABT WORK PHILOSOPHY

Flexibility is key at ABT! Each role in the ABT structure is able to, and will need to as
required, perform other roles in the structure in order to deliver the best possible
result in a timely manner for our clients.

Our work attitude is steeped in the ABT tradition of a flat structure - as a team of
teams, we are highly collaborative, we focus on tasks that need to be performed,
rather than titles, and we are each a resource to each other working toward the best
possible delivery experience for our clients and each other.



THE VALUES OF AN ABTer N
You are responsible for bringing ABTOs values to each and every interaction and to
create the foundation for our culture and are:

Passion - You are a passionate individual. You love what you do and genuinely
believe in ABTOs offer. Your passion drives a positive outlook in all that you do and
this in turn inspires others. You embody a brand experience attitude that looks for
potential solutions from many angles. You have drive, but balance enthusiasm with
humility. You are an evangelist for ABTOs brand, values and its culture and defend it
with vigour.

Teamwork - You thrive on teamwork and understand your responsibility in
contributing to the success of the team. You value and enjoy collaboration and
communicate freely and clearly with generosity of spirit and true heart. You value and
respect each otherOs contribution, and mentor and grow one another through tough
days and brilliant wins. You respect the experience, ability and skills of others and
actively seek to learn from them. You also regard our clients as part of the team and
through your relationship they to will come to see you as part of their team.

Integrity - You demonstrate integrity in all that you do. You are an honest person
and believe in honesty with care and truth with honour. You are unafraid to say what
we can do brilliantly but realistic in what we cannot. You are human, likeable and
approachable and contribute to an environment where creativity with a conscience
can flourish.

Imagination - You are refreshingly different and are only limited by your imagination.
Like all ABTOers you celebrate and nurture resourcefulness, inspiration, lateral
thinking and open mindedness in the creation of original ideas that effectively solve
problems for ABT and our clients. You value the traditional but are always looking for
new ways to do things better. Creativity and clever application is the domain of each
and every individual at ABT.

Enjoyment/Fun P You believe in having a good time at ABT by injecting an attitude
of fun and creative expression into your day-to-day work. You share your humour,
smiles and positive outlook often. You understand that what we do for our clients is
serious but at the same time understand that a fun and enjoyable environment is a
key ingredient in delivering the best work for our clients.

Entrepreneurial Leadership (Spirit) B As a creative organisation in a highly fluid
environment, we believe the next big idea, solution to a problem, client relationship or
business opportunity could come from anyone in the organisation. You embrace this
Ohave a go attitudeO in all that you do at ABT and also understand it is the collective
responsibility of all ABTOers to influence the direction and growth of ABT.

Customer (Focus) First BYou understand that you have internal customers (ABT
colleagues) and external customers (clients) and that both deserve the same level of
respect and service. You understand that your customers have business pressures
and that ultimately your job is to ease these pressures by developing a relationship
based on trust, respect, reliability, proactivity, clear communication and most
importantly harmonious relationships that ultimately deliver exceptional work.



PROFESSIONAL DEVELOPMENT

ABTOs career development philosophy is to provide flexible career paths to suit the
individual and ABTOs needs. Your progression into any role at ABT is dependent on
your ability to consistently demonstrate the skills, knowledge and behaviours
associated with the role.



