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Galway City Council
Comhairle Cathrach na Gaillimhe

				 INFORMATION BOOKLET 

 FOR THE POSITION OF 
IS TECHNICAL SUPPORT OFFICER 


Completed Applications including both Section 1 and Section 2 should be 
posted / delivered to:

HUMAN RESOURCES DEPARTMENT,
Galway City Council, 
City Hall, 
College Road, 
Galway.
H91 X4K8


	Applications may also be emailed to Personnel@galwaycity.ie please ensure to populate the subject bar with ‘IS Technical Support Officer - Application Form’

	CLOSING DATE FOR RECEIPT OF COMPLETED APPLICATIONS:	
	
	4.00 P.M. Thursday, 13th May 2021.






IMPORTANT CHECKLIST

	Please check the following points before sending this form:  

· All application forms must be submitted, fully completed (i.e Section 1 & Section 2) and inclusive of all the requested documentation by 4.00 pm on Thursday, 13th May 2021. All incomplete applications will be returned as invalid after the closing date and will not be included in the competition.

· All information must only be provided on the formal application form. Additional information via Curriculum Vitae will not be considered.  

· Ensure that your application form is completed in typed format and you have answered all questions fully.  

· Email Applications:  The completed application form, along with scanned copies of relevant Educational Qualifications (essential) & Driving Licence (if applicable) must be submitted via email to personnel@galwaycity.ie  by 4.00pm, Thursday, 13th May 2021.   Please ensure subject bar of email states ‘IS Technical Support Officer - Application Form’

· Postal/Delivered Applications:  The completed application form can be submitted by post/delivered and must include 4 Copies i.e. 1 original & 3 copies of the application form, along with 4 copies of relevant Educational Qualifications (essential) & Driving Licence (if applicable) and must be submitted by 4.00pm, Thursday, 13th May 2021.   

· Original certificates will be required prior to any appointment.  Applications submitted that do not meet the requirements as outlined will be deemed invalid, will be returned to the candidate and will NOT included in the next stage of competition.

· Please note that a previous submission of relevant Education Qualifications and Driving Licence to this office will not suffice as fulfilling the current application requirements.   

· Applications will be short-listed on the basis of the information provided on the application form and therefore you should ensure that you have fully completed your application and all documentation requested is submitted.

· Candidates should allow sufficient time to ensure delivery is not later than the latest time for acceptance.  The responsibility rests with the applicant to ensure the application form, in full, is received on time by the Human Resources Department, Galway City Council.  

· Please notify the Human Resources Department of any change of address.  Please ensure that you include a current valid contact number on your application form.

· Claims that any application form or letter relating to it has been lost or delayed in the post will not be considered unless a Post Office Certificate of posting is produced in support of such claims.  The responsibility to make contact with An Post regarding any delays rests with the applicant.




______________________________________________________________
POSITION OF IS TECHNICAL SUPPORT OFFICER 
JOB DESCRIPTION	__________________________________________________________________________________

Galway City Council is seeking to put in place a panel for the post of IS Technical Support Officer.   

The role involves supporting the delivery and support of Galway City Council’s Information, Communication and Technology services. 

The successful applicant will be expected to:

· Deliver a customer focused approach that provides a responsive and professional experience to the end user when dealing with ICT support request;
· Provide frontline ICT user & hardware support;
· Work as part of a team to provide a high standard of technical support in Galway City Council;
· Manage the ICT helpdesk on a daily basis;
· User access management;
· Identify problems/issues that arise;
· Communicate with the users;
· Resolve a number of potentially complex issues in a fast paced environment;
· Document procedures and update knowledge base;
· Provide user training where necessary;
· Provide ICT support and be proficient in technologies used;
· Research complex issues to identify solutions which are compatible with Galway City Council’s particular network configuration;
· Provide support to remote sites;
· Manage, issue and support mobile devices;
· Complete administrative duties for the ICT section;
· Any other duties which may be assigned.
The ideal candidate shall possess proven experience in the following areas: 
· ICT user and hardware support
· Service desk software
· Active Directory support
· Remote management technologies
· Information Security including anti-virus
· Desktop and Peripheral Devices support
· Audio Visual and meeting room management and support
· Mobile Device management
· Microsoft Office applications support
· Remote Worker support
· Mobile Worker support



The ideal candidate should also possess:
· Dedication to providing quality and excellent service.
· Excellent problem solving and troubleshooting skills.
· Ability to work under pressure.
· Excellent communication and interpersonal skills.
· Ability to work on own initiative and as part of a team.
· Ability to meet day to day and project targets.



















____________________________________________________________________
QUALIFICATIONS FOR THE POST OF IS TECHNICAL SUPPORT OFFICER 
____________________________________________________________________

1. Character: 
Candidates shall be of good character

2. Health: 
Each candidate must be in a state of health such as would indicate a reasonable prospect of ability to render regular and efficient service.  Selected candidates may be required to undergo an initial medical examination, and any further medical examinations required during his/her employment as an IS Technical Support Officer with a qualified medical practitioner to be nominated by the Local Authority.  

3.	Education, Training, Experience, Etc.:
Each candidate must, on the latest date for receipt of completed application forms -
(a) A good general standard of education that would enable the satisfactory performance of duties; 
(b) Possess a minimum of two years relevant experience in a Network and Desktop Support environment. 
(c) Have an aptitude for Information & Communications Technology;
(d) Demonstrate a sound practical knowledge of IT Technical architectures, IT systems development and service delivery; 
(e) Be well organised and practical, with a logical, analytical approach to problem solving;
(f) Demonstrate an aptitude and interest to remain up to date on IT trends and developments; 
(g) Demonstrate an understanding of current developments in the application of Information Systems and be able to assimilate and interpret advice from specialists – technical and otherwise;

Desirable but not essential:

It would be desirable but not essential for the candidate to have:
· possess the N.C.C. Higher Diploma in Computer Studies or an equivalent accredited certified I.T. qualification;
· Knowledge of IT security standards and codes of conduct. 




Each candidate must include on the application form details of all qualifications obtained by them.  The invitation to attend for Interview is not to be regarded as an admission that you possess the prescribed qualifications and/or requirements for this post or are you qualified by law to hold the post. Documentary proof will be required before appointment where you claim credit for particular qualification, experience, etc.  
The following are the Key Competencies for the post of IS Technical Support Officer 

	Analysis & Decision Making  
	· Investigates all relevant issues and makes informed decisions; 
· Makes balanced and fair recommendations based on evidence; 
· Understands the practical implications of information in relation to the broader context in which they work; 

	Delivering Results 
	· Acts decisively and makes timely, informed and effective decisions; Establishes high quality service and customer care standards within an ICT environment;
· Ability to manage the allocation, use and evaluation of resources to ensure they are used effectively to deliver on operational plans; 
· Ability to drive and promote reduction in costs and minimisation of waste.

	Personal Effectiveness
 
	· Initiative and creativity in the implementation of ICT;
· Enthusiasm and positivity about the role within an ICT environment; 
· Resilience and Personal Well-Being 
· Personal motivation;
· Commitment to integrity and good public service values; 
· Knowledge of current local government issues and strategic direction of local government. 

	Communicating Effectively
	· Deals with colleagues and relevant stakeholders in an professional, effective and efficient manner; 
· Has effective verbal and written communication skills;
· Has good interpersonal skills;
· Expresses themselves in a clear and articulate manner. 

	Relevant Knowledge and Experience
	· Displays a high level of skill and expertise relevant to the position.
· Understanding the structures and environment within which the local authority sector operates and the role of IS Technical Support Officer this context;
· Relevant experience to date;
· Knowledge of all the technical aspects required for the position; 



___________________________________________________________________
PRINCIPAL CONDITIONS OF SERVICE
____________________________________________________________________

Type of Post 
Future relevant permanent/temporary posts will be filled from the panel formed.  The post(s) will be wholetime, permanent/temporary and pensionable.   

Remuneration 
	
(Min) €43,633 to (Max) €49,185 with 1st LSI €50,794 & 2nd LSI €52,401 (Circular EL02/2020)

IMPORTANT NOTE:  Candidates should note that the starting salary is not subject to negotiation.   Entry into the pay scale above the minimum point will only apply to existing public servants in the context of the relevant Government Pay Circulars.   Candidates who are not covered by such Circulars will enter the pay scale at the minimum point i.e. €43,633

The rate of remuneration may be adjusted from time to time in line with Government pay policy. 

The holder of the office shall pay to the local authority any fees or other monies (other than his/her inclusive salary) payable to and received by him/her by virtue of his/her office or in respect of services which he/she is required by or under any enactment to perform.

PROBATION:
(a) there shall be a period after such appointments take effect during which such persons shall hold the position on probation,
(b) such period shall be 12 months but, the Chief Executive may at his or her discretion extend such period,
(c) such persons shall cease to hold the position at end of the period of probation unless during such period, the Chief Executive has certified that the service of such persons is satisfactory.

HOURS OF DUTY 
The person appointed will be required to work a 37 hour week. The successful candidate will be required to log their hours of work in accordance with the requirements of the Organisation of Working Time Act, 1997 and will be required to co-operate with the use of technologies to record such hours.

Annual Leave:
The annual leave entitlement will be 30 days per annum.

Driving Licence:
A full clean driving licence is desirable.  If applicable, the successful candidate will be required to provide his/her own transport. Expenses incurred in work related travel will be recompensed in line with departmental circulars.  



Garda Vetting:
The successful applicant may be required to undergo Garda Vetting prior to appointment.

Superannuation Contribution: 
Persons who become pensionable officers of a local authority, who are liable to pay the Class A rate of PRSI contribution will be required in respect of their superannuation to contribute to the rate of 1.5% of their pensionable remuneration plus 3.5% of net pensionable remuneration (i.e. pensionable remuneration less twice the annual rate of the State Pension Contributory).

Persons who become pensionable officers of a local authority who are liable to pay the Class D rate of PRSI contribution will be required, in respect of their superannuation, to contribute to the local authority at the rate of 5% of their pensionable remuneration.  

Widows & Orphans/ Spouses & Children’s Scheme
All persons who become pensionable officers of a local Authority are required, in respect of the Local Government (Spouses and Children’s Contributory Pension) Scheme, 1986, to contribute to the local authority at the rate of 1.5% of net pensionable remuneration (i.e. pensionable remuneration less twice the annual rate of State Pension contributory) in accordance with the terms of the Scheme.

New Entrants From 1st January 2013 – Single Public Services Pension Scheme
FOR NEW ENTRANTS recruited on or after 1st January, 2013 as well as former public servants returning to the public service after a break of more than 26 weeks.  The Public Service Pensions (Single Scheme and Other Provisions) Act 2012 applies to your employment. Members of this Scheme are required in respect of superannuation to contribute at the rate of 3% of pensionable remuneration plus 3.5% of net pensionable remuneration (i.e. pensionable remuneration less twice the annual rate of State Pension contributory) and you are liable to pay the Class A rate of PRSI contribution.

Retirement Age: 
Retirement age will be determined on previous Public Sector Service (if any) and will be advised on appointment.

Former Public Service Employees 
Eligibility to compete may be affected where applicants were formerly employed by the Irish Public Service and previously availed of an Irish Public Service Scheme including:
1. Incentivised Scheme for Early Retirement (ISER)
1. Department of Health and Children Circular (7/2010) 
1. Collective Agreement: Redundancy Payments to Public Servants 

Applicants should ensure that they are not precluded from re-engagement in the Irish Public Service under the terms of such Schemes.  This is a non-exhaustive list and any queries should be directed to the applicant’s former Irish Public Service Employer in the first instance.  

Declaration 
Applicants will be required to declare whether they have previously availed of a public service scheme of incentivised early retirement and/or the collective agreement outlined above. Applicants will also be required to declare any entitlements to a Public Service pension benefit (in payment or preserved) from any other Public Service employment and/or where they have received a payment-in-lieu in respect of service in any Public Service employment.

Offer of Appointment 
Galway City Council shall require persons to whom an appointment is offered to take up such appointment within a period of not more than one month from the date on which the offer is made.   If they fail to take up the appointment within such period, or such longer period as the Council in its absolute discretion may determine, the Council shall not appoint them. 

All appointments are subject to receipt of satisfactory references and candidates may be required to produce documentary evidence of qualifications or experience claimed in their applications.

____________________________________________________________________
FORMAT OF THE COMPETITION 
____________________________________________________________________

Applications must be made on the official application forms and all sections must be completed in full. When completing the application form accuracy is essential as it will be used as a computer input document.  The information you supply in the application form will play a central part of the short listing process.  Galway City Council’s decision to include you on the shortlist of candidates going forward to stage two of the process may be determined based on this information. 

Where, by reason of the number of persons seeking admission to the competition and the standard of knowledge, training or experience in general of such persons, Galway City Council consider that it would be reasonable not to admit all the persons to the competition, Galway City Council may admit to the competition only persons who appear likely to them to attain in the competition a standard sufficient for selection and recommendation for appointment.

The admission of a person to a competition, or invitation to attend an interview, is not to be taken as implying that Galway City Council are satisfied that such person fulfils the requirements of the Regulations or is not disqualified by law from holding the position and does not carry a guarantee that your application will receive further consideration.  It is important therefore, for you to note the onus is on you to ensure that you meet the eligibility requirements for the competition before attending for interview.  If you do not meet these essential entry requirements but nevertheless attend for interview you will be putting yourself to unnecessary expense, as Galway City Council will not be responsible for refunding any expenses incurred.

The competition may consist of a two-stage process:
1. Short-listing
2. Competitive interview 

Galway City Council may at their discretion require candidates to attend a preliminary interview in which case admission to the competitive interview would be conditional on candidates reaching such a standard as Galway City Council considered appropriate in the preliminary interview. 
Interviews shall be conducted by Board(s) set up by Galway City Council.  The Board(s) will assess the merits of candidates (except insofar as they are assessed otherwise) in respect of matters referred to in the prescribed Qualifications and any other relevant matters. Before making its final assessment a Board may recall a candidate for further questioning.  Any such further attendance shall be regarded as part of the interview.  Only candidates who reach such a standard as Galway City Council consider satisfactory in the competitive interview shall be considered for selection.

Before being recommended for appointment candidates shall satisfy Galway City Council that they possess the requisite knowledge and ability (including a high standard of suitability and where administrative experience is a requirement, that the candidate possess experience at an appropriate level) for the proper discharge of the duties of the position.  Galway City Council may, at their discretion, select and recommend another person(s) for appointment on the results of this competition if the person recommended for appointment does not accept the appointment or, having accepted it, relinquishes it or if an additional vacancy arises.  The onus is on all applicants to make themselves available for the obligatory test(s) on the date(s) specified by Galway City Council and to make whatever arrangements are necessary to ensure that they receive communications sent to them at the address specified on their application form. 

Canvassing will disqualify.

Galway City Council is an equal opportunities employer 
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____________________________________________________________________
GENERAL INFORMATION
____________________________________________________________________

Galway City Council will not be responsible for any expense, including travelling expenses, candidates may occur in connection with their candidature.

Closing Date:
The completed application form must be posted/delivered so as to reach the Human Resources Department, Galway City Council, City Hall, College Road, Galway, not later than 4pm on Thursday, 13th May 2021.  Claims that any application form or letter relating to it has been lost or delayed in the post will not be considered unless a Post Office Certificate of posting is produced in support of such claims.  The responsibility to make contact with An Post regarding any delays rests with the applicant.

Deeming of Candidates to be Withdrawn:
Candidates who do not attend for interview or other test when and where required by Galway City Council, or who do not, when requested, furnish such evidence as Galway City Council require in regard to any matter relevant to their candidature, will have no further claim to consideration.

Data Protection Acts 1988 – 2018 and General Data Protection Regulation:
When your application form is received, we create a computer record in your name, which contains much of the personal information you have supplied.  Should your name come under consideration for a post, a manual file will then be created.  The personal records are used solely in processing your candidature.  Such information held on computer is subject to the rights and obligations set out in the General Data Protection Regulations.

Confidentiality:
Subject to the provisions of the Freedom of Information Act, 1997 and 2003; applications will be treated in strict confidence.





NOTE: PLEASE RETURN ONLY THE APPLICATION FORM AND RETAIN THE INFORMATION BOOKLET FOR YOUR OWN RECORDS.
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