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Job description and Person Specification

Support Analyst


	Department 
	Strategy and Transformation

	Service 
	Social Care and Education Systems (Technical) 

	Grade
	Scale G

	Reports to
	Social Care Technical Lead

	Responsible for 
	n/a

	Job reference
	10641



	Job Purpose 

	To provide first and second line technical support for Liquidlogic and ContrOCC social care systems, taking ownership for and resolving customer problems and queries to provide secure, stable and reliable services, and assisting with projects to introduce new or improved services (i.e. financial and mobile applications, customer and provider portals). 

The role will also take the lead on data quality projects ensuring NCC social care systems are compliant and accurate.


	Context 

	The Social Care Systems team is responsible for the delivery and development of social care systems (Liquidlogic & OCC products) to meet NCC’s business requirements. Liquidlogic and OCC products - social care case management systems x 5, portals x 4 and mobile applications - are used by over 3,000 staff at NCC and in partner agencies, with portals being used by care providers and our service users and foster carers.

New functionality and new ways of working are being implemented regularly, the post holder must be flexible and keen to learn new technology and processes as the scope of the role expands.

Four posts of this type exist in the team.  




	Accountabilities 

	Operational Delivery
Manages Liquidlogic and ContrOCC customer incidents from logging through to resolution including diagnostics, analysis and investigation. Promptly follows agreed procedures for further help or escalation.

Operational technical escalation to LiquidLogic and / or NCC Digital to agreed procedures as required 

Monitors user activity and acts to address patterns of performance to ensure achievement of agreed levels of safe practice and data quality in line with agreed standards and departmental best practice.

Conducts tests, corrects data issues, and documents results in accordance with agreed procedures. Maintains accurate records of user requests, contact details and outcomes. 


	Data Quality

Carries out agreed system administration and configuration via the Liquidlogic change management process e.g. system access set-up, change requests to build standard system forms/outputs.

Uses analysis software and tools (e.g. PowerBI and/or SQL) to develop and collect agreed performance statistics. 

Undertakes analytical activities and delivers analysis outputs, in accordance with customer needs and conforming to agreed standards.


	Customer Service
Provides a customer service, including specialist social care system advice, eliciting information to understand problems, and providing learning activities/guidance to support the successful use of social care system products and services.


	System and Service Procedures
Champions and supports the introduction of new social care processes and system tools to improve performance e.g. customer and provider portals, and mobile applications.

Contributes to development, documentation, implementation and monitoring of social care system processes, data quality standards, work instructions and procedures, ensuring their timely updating and that they reflect NCC security and business requirements.


	Project Support 
Aids with the testing and delivery of changes and project work to meet agreed scope, time and quality objectives, minimise disruption to operational services and ensure effective realisation of benefits from changes.  

Key performance outcomes – to include:
· KPIs specific to this team
· Customer SLAs specific to this team
· Customer satisfaction rating
· Allocated tasks delivered to required quality and time scale.





	Person Specification


	Qualifications:

	Essential
	Desirable

	Educated to A-level/NVQ3/HNC level in ICT or equivalent.

	HND/Degree/professional ICT qualification.

	Knowledge/Experience:

	Essential 
	Desirable 

	Demonstrable experience of providing excellent customer service in delivering system support.

	Demonstrable experience of using social care or health case management systems.


	Demonstrable experience of delivery and support of operational ICT services across the whole incident management lifecycle.

	

	Demonstrable experience in developing and maintaining documentation for business users and procedures in best practice.

	

	Skills:

	Essential
	Desirable

	Evidence of being able to quickly assimilate complex information and confidently make swift decisions.

	Experience using Liquidlogic and OCC systems.

	Excellent interpersonal skills, with evidence of dealing with users, suppliers and colleagues and of producing clear and concise communication. 

	

	Evidence of being able to understand and translate technical and social care practice concepts to users.

	

	Evidence of understanding how this role fits into the wider technical infrastructure including network, server, desktop and database environments. 

	

	Evidence of being able to work confidently with both individuals and groups.

	

	In-depth knowledge of team business processes, procedures and systems.

	



	The Council’s values 
· Accountable – We are honest and accountable.
· Inclusive – We champion inclusivity and equity.
· Ambitious - We want a better future for Norfolk.
· Trusted – We build and maintain trust.



	Other Job Information (special factors or constraints and physical requirements or environmental conditions that the job holder will encounter, including how long they last and how often they occur)

	
For Support Analysts (Technical) - the post holder(s) will be asked to provide out of hours support as part of a business continuity rota with scheduled responsibility for being the single point of contact to manage out of hours system issues with users, NCC key Business Continuity personnel and the system provider




	General Information
· The job description details the main outcomes of the job and will be updated if these outcomes change.

· All work performed/duties undertaken must be carried out in accordance with relevant County Council and Departmental policies and procedures, within legislation, and with regards to the needs of our customers and the diverse community we serve. 

· Job holders will be expected to understand what is meant by safeguarding vulnerable groups (children, young people and adults) and how to raise concerns.

· Job holders will be expected to be flexible in their duties and carry out any other duties commensurate with the grade and falling within the general scope of the job, as requested by management.
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