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Everyone in a better place
Housing | Wellbeing | Community | Learning

Who we are
We’re here to help get people to a better place
Since 1973, Tyne has stood by the North East’s most vulnerable
people. Through our housing, support, healthcare, training and
investment in communities, we help get people to a better place.

Better support
Support from Tyne starts with the relationship, no two people are the
same, so we lead with progressive and individual support. It could be
finding a home, breaking an addiction or building skills for the future,
we can provide stability, safety and straight-talking guidance.

Better opportunities
Beyond helping individuals, we invest in the region and in our
communities. Our independence empowers us to work with an open
mind, embracing new opportunity that can influence change and
transform lives.

Better together
Our belief in people is at the heart of everything we do. We are there
when people need us most because we see potential in every person.
It is our team who put our belief into action and go the extra mile,
giving everyone a chance to get to a better place.

Our Values
We believe in people
We believe in their strength, willpower and courage.
We believe in each other, in those we support and in our community.

We won't give up
We stand by our region's most vulnerable people, we believe that
everyone deserves a chance to get to a better place.

We activate change
We are a catalyst for change, supporting small steps that lead to
bigger transformations.

We're better together
We invest in our region and our communities.
We’re serious about progress and take pride in our relationships.
We work with an open mind and embrace new opportunity.

Recruitment Pack:
ICT Technician
Tyne provides support, housing, healthcare and more for the North East’s
most vulnerable people. We want ICT to act as an enabler for our staff
team and to ensure our ICT services help us to deliver first class support
to the people who use our services.
Our ideal ICT Technician is a technically skilled candidate with good
problem-solving abilities and great customer service skills. You will
support the mission of Tyne by providing front-line support for all users
with desktops, laptops or other mobile data devices. The ICT Technician
needs to ensure technology is working and expected to demonstrate
excellent interpersonal skills while interacting with co-workers at all
levels, vendors, partners and service users. The ICT Technician must listen
to them, be mindful of their skill level and implement solutions in a timely
manner.
The last few months have shown the impact that technology can have on
the organisation. Just under 100 staff transitioned to home working in a
matter of days, and there was no impact on any of the services delivered
by Tyne. Staff and service users have embraced the changes and we are
keen to capitalise on the progress made and the appetite from staff and
service users for more digitalisation
This is an exciting time to join the team as we have some big ambitions
for our use of technology including digitalisation. There will be some key
projects in the coming years that will allow the ICT technician to work on
the innovative technology, including the roll out of superfast broadband
to all of our supported housing residents and a new system, which
demonstrates the impact we make in our work with individual people and
our impact upon the wider community.

Job Description
Job Title:

ICT Technician

Responsible to:

Head of ICT

Location:

Based in Newcastle with travel across
Tyneside and South Northumberland

Job Purpose:

To ensure a first class ICT service that will
enable us to deliver outstanding support to
the staff team and people who use our
services.

Main Duties:
● Provide end user technical support for IT hardware, software,
telephone and network systems
● Provide first and second line investigation of both hardware
and software issues within agreed Service Level Agreements
(SLA).
● Build/configuration/ deployment of operating systems and
applications
●

Installation and relocation of computer workstations, software
and multi-function devices and printers

● Install and maintain antivirus and endpoint security software
● Assist in maintaining the operating system and security
software used on the network, including the addition of new
users to the network and the establishment of rights and
privileges
● Monitoring IT infrastructure with proactive management to
ensure maximum uptime of Tyne systems
● Troubleshoot and diagnose technology issues
● Research, find root cause and solve problems independently
when necessary
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● Remote and on-site support for sites within the Tyne
Housing
● Log work and fixes into a helpdesk system
● Maintain a high degree of customer service for all support
areas.
● Establish good relationships with co-workers and employees
in all departments
● To manage the email and domain names for all Tyne staff
● To maintain an inventory of all IT equipment and software
including any additions, disposals and the safe disposal of all
data held on obsolete IT hardware.
● Decommission and disposal of retired equipment
● Creating technical documentation for installation,
troubleshooting and training
● Supporting users in the use of computer equipment by
providing necessary training and advice
● Proactive monitoring of the key systems
● Downloading CCTV footage as and when requested by senior
management
● Look for ways to improve IT processes and procedures
● Manage and implement new technologies or computer
software as required, enabling the delivery of future ICT
● Provide performance reports to Head of ICT as requested
● Other projects and assignments as determined by the Head of
ICT
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Person Specification
The successful individuals will have experience in the following
areas:
● Demonstrable 1st/2nd line support
● Used to working in a fast-paced environment
● Strong oral and written communications with great attention
to detail
● Must be well organised and able to work under pressure
● Familiarity with ITIL management frameworks and processes
● Strong project management skills
● Extensive knowledge of Microsoft desktop operating systems,
Microsoft Office and Internet services
● Excellent knowledge of troubleshooting VPN / Remote Access
issues
● Experienced in using Office 365 and G-Suite
● Microsoft Exchange
● Active Directory
● Domain/ DNS
● TCP/IP networking and troubleshooting
● Cisco SD-WAN
● Cisco Meraki Wi-Fi
● Firewall technologies such as Cisco etc.
● Cloud computing
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Values are at the core of Tyne Housing.
As an employer, we will provide exceptional skills training and personal
development opportunities to all of our people.
If you have experience in a similar role or organisation you may wish to use
examples from that experience, but we are just as interested in people who
may not have direct experience but share our values and our commitment
to making a difference.
We encourage applications from people who can demonstrate to us, and
to the people who use our services, the following key behaviours;

Our Purpose: We’re here to help people get to a better place.
Core value

Key behaviours for all staff
and volunteers

We believe in people

Good listening skills

We believe in their
strength, willpower
and courage. We
believe in each other,
in those we support
and in our
community.

Comfortable
communicating with a
wide range of people
Approachable
Ambitious for our people
and our local
communities
Empathetic

We won’t give up

Respectful

We stand by our
region’s most
vulnerable people, we
believe that everyone
deserves a chance to
get to a better place.

Resilient
Passionate about the work
Honest and truthful straight talking
Tenacious - getting things
done

Key behaviours for
line managers
Respect for the
team
Active listening skills
Understanding of
work and personal
life
Supportive

Builds confident
teams
Instils positivity
Instils self belief
Seeks to
understand
underlying issues
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We activate change
We are a catalyst for
change, supporting
small steps that lead
to greater
transformations.

Appreciates the role of
safety and stability as
foundations for positive
change.
Promotes access to
opportunities
Creative and flexible
approach

Positive about
change
Leads by example
Move forward
attitude
Inspirational

Builds trust
Can challenge in a
positive way
We’re better together

Belief in partnerships

Outward looking

We invest in our
region and in our
communities. We’re
serious about
progress and take
pride in our
relationships. We work
with an open mind
and embrace new
opportunity.

Takes pride in our work

Looks to the whole
system

Values all roles in the
team
Take responsibility for
each other - going the
extra mile

Promotes our work
externally
Learns from best
practice.

Reflective - learning from
each other
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Terms and Conditions
Annual remuneration:

£19,639

Hours of work:

37.5 hours per week

Annual Leave:

26 days

Notice Period:

Four Weeks

Additional Benefits:
●
●
●
●
●
●
●

Personal training and development planning
26 days holiday rising to 30 days after 5 years of service.
Your birthday off
A generous pension scheme
Death in service benefits
Full service employee assistance programme
+ much more

Specific terms and conditions will be as stated in the Terms and
Conditions of Employment document
Tyne is an accredited Investor In People and Equal Opportunities
employer as well as holding a silver Better Health At Work Award.
This post is subject to an enhanced Disclosure and Barring Check.
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How to apply
To apply for this role please ensure you have taken the time to read
through the job description person specification and Tyne’s model of
support before completing your application.
Please note, we do not accept CVs and require completed
application forms which can be downloaded from our website
www.tynehousing.org.uk/vacancies or you can request a copy by
emailing info@tynehousing.org.uk or calling reception on 0191 265
8621.
Completed application forms can be sent via email to
info@tynehousing.org.uk or posted to our head office at: Tyne
Housing Association, St Silas Church Building, Byker, Newcastle Upon
Tyne, NE6 1PG.
Tyne HA is a registered society under the Co-operative and
Community Benefits Societies Act 2014 number 21011R and is a
charitable housing association
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