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JOB DESCRIPTION

	Job Title
	Audio Visual Assistant

	Service / School
	IT Services  

	Grade 
	D

	Location
	All sites and remote

	Reporting to 
	Audio Visual Manager

	Dotted line responsibilities
	N/A

	Line management for 
	N/A

	Key working relationships: Internal 
	All Schools and Services  

	Key working relationships: External 
	N/A

	Contract type/ Hours 
	Permanent, Full time


 
Build your career, follow your passion, be inspired by our environment of success 



THE UNIVERSITY OF EAST LONDON

If you are seeking a career that combines innovative education with a passion for crafting positive change, look no further than the University of East London. Founded in 1898 to meet the skills needs of the 2nd industrial revolution, we’re now in Year 5 of our ground-breaking 10-year Vision 2028 strategic plan, orchestrated by our Vice-Chancellor and President, Professor Amanda Broderick.

Our goal is to advance industry 5.0 careers-first education and provide a clear path to the jobs and opportunities of the future. We are committed to driving diversity in the 5.0 talent pipeline, working in partnership to promote talent wherever it is found and creating a sustainable, inclusive, and green future.

But we can't achieve this goal alone. We need forward-thinking, innovative, and curious individuals like you to join our community and help us shape the future. As part of our team, you'll have the opportunity to work with a diverse range of people who share your passion for generating positive change. We’re an inclusive and welcoming community that is constantly moving forward, never satisfied with the status quo.

If you're ready to join a team that values your outstanding skills and perspectives and is dedicated to making a difference, we invite you to explore a career with us. We are excited to welcome versatile individuals who are committed to advancing their careers while making a positive impact on the world.



BRIEF OVERVIEW OF THE DEPARTMENT: IT Services
UEL (University of East London) IT Services is a centralized resource working collaboratively with the University community to transform UEL's digital landscape in line with the University’s Vision 2028 strategic plan. Engaging in ground-breaking initiatives delivered within a dynamically developing cloud environment, IT Services work closely with staff, students, partners and other key stakeholders to identify technological enhancements to our learning and working environments. We implement, develop and provide support for systems and services within the university’s IT Service Portfolio.

Every member of staff will embrace the University’s values, ensuring their behaviour reflects the ethos of the University, one committed to building a learning community founded on equality of opportunity and celebrating the rich diversity of our student and staff populations.


JOB PURPOSE
We are looking for a hardworking, methodical person who is passionate about Audio Visual solutions.  The primary purpose of the role is to provide technical assistance and knowledge to ensure the full support of UEL’s underpinning teaching and meeting spaces across the sites at UEL.  They will provide proactive technical support and operational maintenance to users of Audio-visual systems within learning spaces and meeting rooms.  Investigating and resolving issues ensuring Service Level Agreement targets are met.  You will schedule and provide updates and documentation and be involved in future developments and projects.

We are looking for a talented and versatile individual who has a methodical approach, a passion for helping users, problem solving and a desire to forge a career path in Audio visual and wider IT.  The ability to identify and fix issues is important. The applicant should be able to apply a methodical approach to identifying issues, working through problems to systematically identify root causes. Reporting to our Audio Visual Manager, you will have responsibility for the operational delivery, reactive service with involvement in development of space. Actively contributing to the achievement of customer satisfaction through SLA/OLA targets.



KEY DUTIES AND RESPONSIBILITIES

· To act as a point of contact for Audio Visual Support, investigate and manage the resolution of incidents, problems and service requests for a wide range Audio Visual equipped spaces.
· Pro-active support and maintenance of all Audio Visual spaces and associated system components including QSC, Extron, Crestron systems
· To assist in the development of all Audio Visual systems, communicating and technically liasing with multiple users, developers, UEL collegues and third party IT companies.
· Ensure systems are configured, installed, documented, operated and maintained optimally to agreed availability, performance and reliability
· Operating to defined service levels and ITIL best practice, use service management systems to log, update and monitor the progress of incidents and problems, to take action to resolve
· Maintain relationships with key internal and external stakeholders, work collaboratively across the service and follow specific direction regarding the University’s Audio Visual and IT Systems.
· Responsible for following the University’s IT policies and standards, including information security processes, best practices and build standards
· ensure any asset and configuration information is recorded and updated as required
· Responsible for the upkeep of the physical environments for which the Audio Visual team have ownership / responsibility
· Ensure Instructions are fully documented to appropriate standards to enable effective and efficient support of the environments in all circumstances.
· To ensure that a professional, customer focused approach is adopted at all times
· To work in accordance with UEL equality and diversity policies and provision 
· Flexible working and rota’d activities including evening and weekend support may be required and travel to all sites required
· To undertake any other duties commensurate with the grade as required by the Director, Head of Campus managament and/or their delegated representatives


The duties and responsibilities outlined above provide a general overview of the range of tasks that this role at the University of East London may be required to perform. Please note that this job description is not exhaustive, and additional tasks aligned with the role's grade may be assigned as needed. 

The job description may also be updated to reflect changes in circumstances, and employees will be consulted if any amendments are required.

All employees must adhere to all UEL policies and regulations, demonstrating an understanding of equal opportunities within a diverse and multicultural environment. Employees are also expected to actively contribute to building and maintaining a positive reputation for UEL in all their professional activities.












PERSON SPECIFICATION

The University's Core  Values are Passion, Inclusion, Courage, and they are at the root of everything we do and everyone in our community is expected to demonstrate them. 

The table below outlines the essential and desirable criteria required to perform the role effectively. Candidates will be shortlisted based on how closely they meet these criteria.

	Category

	Essential Criteria
	Desirable Criteria

	Education & Qualifications

	· Degree educated or equivalent experience gained in a similar role within the Education Sector



	· Knowledge of ITIL framework.

	Experience & Knowledge

	· Knowledge of Audio Visual switch and control systems 
· Understanding and experience of video conference and collaboration technologies and associated support with an appreciation of the integration role of IT networking and other IT systems 
· Experience of the delivery of excellent customer service, and be able to demonstrate the key success factors associated with this 
· Experience of investigating issues and providing solutions to tickets generated in relation to the Audio Visual team, ensuring the solutions are tested, documented and disseminated. 
· 
	· Experience in the provisioning of new equipment being able to setup an out-of-the-box devices to install in a live teaching enviroment 
· Experience of network and other IT interactions with Audio Visual hardware
· Knowledge of ticket management and ITIL principles and processes
· Experience of cloud technologies  


	Skills & Abilities

	· Able to demonstrate a working knowledge of current Audio Visual technologies and be able to provide support for these technologies 
· Conversant with the use and support of Audio Visual systems associated with Learning spaces, Lecterns, PC hardware, Microsoft operating systems and related core software.
· Competent with the use and Microsoft and Mac operating systems and hardware and experience of collaboration tools including Teams and OneDrive 
· Competence in solving user-effecting issues and seeing through to resolution 
· Excellent verbal and interpersonal skills with ability to support in a pressured environment explaining solutions to users, IT colleagues and business stakeholders 
· Able to proactively supports the Audio Visual team in activities and has confidence to articulate information and chase information 
· Able to demonstrate experience of planning, prioritising and organising own workload on a daily, weekly or monthly basis, co‐ordinating with others, ensuring customer needs and expectations are met, administrative tasks are completed punctually and all documentation updated effectively 
· Able to demonstrate fault diagnosis, troubleshooting skills and support methodologies as well as the ability to apply available technology to user problems 
· Self-driven with the ability to use own initiative and tenacity to achieve deadlines and resolve issues. Analytical and methodical approach to problem solving 
· Able to demonstrate a working knowledge of current Audio Visual technologies and be able to provide support for these technologies 
· Demonstrable ability to manage customers in a variety of emotional states and potentially confrontational situations, and support colleagues in similar situations 
	· N/A



	Other Competencies

	· Conversant with the use and support of Audio Visual systems associated with Learning spaces, Lecterns, PC hardware, Microsoft operating systems and related core software.
· Competent with the use and Microsoft and Mac operating systems and hardware and experience of collaboration tools including Teams and OneDrive 
· Competence in solving user-effecting issues and seeing through to resolution 
· Demonstratable commitment to staying up to date with technology and methodologies across the wider Audio Visual and Information Technology space 
· Commitment to, and understanding of, equal opportunity issues within a diverse and multi‐cultural environment 
	· N/A






Further Information: 

UEL is an inclusive equal opportunities employer and are proud of our Equality, Diversity and Inclusivity achievements. We expect all employees of UEL to accept our EDI policy and will not tolerate discrimination in any form. As an employee of UEL, we expect you to follow all relevant Health & Safety policies. 

We're a disability confident employer and value all applications. Please let us know if you require any reasonable accommodations throughout the recruitment process.
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