
 

 

Job Title: IT Apprentice 

Department/Location: IT & Business Systems 

Reporting To: IT Manager 

Purpose of Role: 
(Why does the role exist? 
A short sentence that captures 
this.) 

 
Expanding the existing IT team, the IT Apprentice will provide IT hardware 
and software support to our end users, as the number of users and devices 
within the business has grown. 
 

Role Summary: 
What is the scope of the role 
(A few bullet points that provide 
an overview of role, and how it 
links into/supports 
departmental/business 
strategy.)  

 
The IT Apprentice will provide first line support and be primarily responsible 
for logging any reported issues on to our IT Helpdesk System; responding to, 
resolving, updating and escalating tickets where necessary. Acting as a 
primary point of contact for the IT Helpdesk, the IT Apprentice will provide 
support via email and telephone and will work closely with the IT 
Administrator in all aspects of computer desktop management, alongside a 
wide range of network administration. 
 

Key Accountabilities 
and Responsibilities: 

 

 Log, update or escalate IT Helpdesk tickets within agreed SLA’s. 
 

 Fault find and resolve issues reported by users via the IT Helpdesk. 
 

 Provide end user support via email, telephone and screen share. 
 

 Configure and deploy desktop computers, laptops and printers. 
 

 Apply updates and software patches to desktop computers. 
 

 Create and amend configuration documentation. 
 

 Create and monitor network user accounts. 
 

 Add and remove computers and printers from the network. 
 

 Monitor anti-virus and network activity. 
 

 Support the IT Administrator in all aspects of desktop management and a 
wide range of systems administration tasks. 

  



 
Role Objectives & Measures 
 

Key Deliverables: 
 
Objectives which are SMART: 
Specific 
Measurable 
Achievable/Agreed 
Realistic 
Time-bound  

 

 Administering IT Helpdesk in line with defined SLA’s. 
 

 Maintaining Asset Log for all desktop computers. 
 

 Ensuring deployed networked PCs are fully patched. 
 

 Completing configuration sheets for each build. 
 

 Quarterly training project. 
 

Performance 
Indicators: 
(Measures by which the 
individuals’ performance will be 
monitored and assessed) 

 

 KPI on response time and resolve time; measurement of tickets raised 
and completed within calendar month. 

 

 Quarterly review of Asset Log. 
 

 Quarterly review of desktop patching status. 
 

 Measurement of customer satisfaction. 
 

 KPI on Windows updates. 
 

 Assessment of training project. 
 

Measures of Success: 
(Indicators that show impact on 
department and organisation)  

 

 

 Performing within specified SLA on response time. 
 

 Performing within specified SLA on resolve time. 
 

 Operating within the estimated number of tickets to be completed per 
week versus tickets raised. 

 

 Customer satisfaction survey. 
 

 Number of desktop PCs are fully patched within specified tolerance. 
 

 Quarterly review that all documentation and build sheets are up to date 
and signed off. 

 

  



 
Person Specification 
 

 Essential Desirable 

Qualifications/Education 
& Training 
 
 

 

 5 GCSE’s, including English and 
Maths (Grades A-C or equivalent). 

 

 IT related subjects. 

Experience 
 
 
 
 

 

 None required. 

 

 Work experience or previous 
employment in an IT related 
role or support role. 

Skills & Competencies 
 

 

 Good verbal and written 
communication. 

 Strong analytical approach to 
problem solving. 

 Hands on approach with strong 
practical skills. 

 Good organisational and time 
management skills. 

 Customer service orientated. 
 

 

Personal Attributes 
 

 

 Enthusiastic. 

 Approachable and friendly. 

 Keen to learn new technologies. 

 Initiative. 

 Team player. 

 

 


