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	The Housing and Regeneration Agency  
 
 
 
 

	Job role title 
	Associate End User Computing Engineer 

	Directorate 
	Chief Operating Office 

	Team 
	Digital Service Desk 

	Reports to 
	Digital Support Team Lead 	



Job purpose  
The role of the Associate End User Computing Engineer is to provide excellent IT support to colleagues across the organisation and external partners. This includes supporting everyday technology and ensuring Incidents and Service Requests are resolved efficiently and in line with agreed service standards. The role is key to helping users carry out their work with minimal disruption.
Working as part of the Digital Service Desk, the Associate supports day‑to‑day Digital operations through a range of channels, such as phone, online systems, and face‑to‑face support. They contribute to a positive end user experience by communicating clearly in a simple, non‑technical way and showing understanding and empathy. Building trust with colleagues and delivering a consistent, high‑quality service is an important part of the role.
Alongside daily responsibilities, the Associate will continue to develop their technical knowledge and gain experience in IT service management. They will follow structured processes aligned to ITIL best practices, helping them understand how IT services are delivered, managed, and improved. This role plays an important part in maintaining reliable, secure, and accessible digital services that support the organisation.
Key responsibilities  
Service Delivery
As an Associate End User Computing Engineer, you’ll provide friendly and helpful IT support to colleagues. You’ll explain things clearly without using technical jargon, making sure people understand what’s happening and feel supported.
You’ll listen carefully to what users need and aim to build positive relationships. It’s important to keep people updated on their requests and let them know what to expect while you’re working on an issue.

Request Management
You’ll help manage everyday Digital Requests using ServiceNow, such as setting up new starters, handling team changes (movers/leavers), and processing consumable order requests. 

As part of the new starters onboarding process, you will be responsible for provisioning and configuring Surface devices, as well as delivering digital induction sessions to new colleagues.
As you gain confidence and experience, you’ll start learning about incident handling by working alongside more experienced team members.

Incident Management
You’ll begin to get involved in fixing Digital issues, Incidents, working with experienced engineers from the first contact through to resolution or handover.
You’ll help troubleshoot problems and keep users updated along the way. For more complex issues, you’ll work with other teams to make sure they are resolved as quickly as possible, following agreed processes.

Customer Focus
As you develop, you’ll support users through different channels, including face‑to‑face help points and phone support.
By delivering consistent, high-quality support, you’ll play an important role in providing a reliable IT service across the organisation. In addition to business-as-usual activities, you’ll also have the opportunity to contribute to and work on project-based initiatives, helping to drive improvements and support ongoing development.
A big part of the role is making sure colleagues have a great experience. You’ll communicate clearly, be approachable, and show empathy, ensuring users feel confident and supported.

Qualification, knowledge and experience  

 

 

 

	Education
A‑levels, college diploma, or an IT‑related course is helpful but not essential as they can provide a helpful foundation in knowledge and skills.

IT Knowledge 
A strong interest in technology and IT is important for this role, along with a basic understanding of computers, laptops, and commonly used software such as Microsoft 365. Awareness of Microsoft devices, such as Surface laptops and tablets, would be beneficial but is not essential.

Skills
This role requires excellent communication skills, with the ability to explain information in a clear and simple way that is easy for others to understand. A strong customer service mindset is essential, along with good problem‑solving abilities and a willingness to learn new skills. You should be able to follow guidance and structured processes, while also staying organised and managing tasks and priorities effectively.

Personal Qualities
You will be friendly and approachable, making it easy for others to ask for help. Being patient and understanding is important when supporting colleagues, especially when they may be unsure or frustrated. The role requires someone who is reliable and responsible, with a positive attitude and a strong willingness to learn and develop new skills. You should also be an excellent team player, able to work well with others and contribute to a supportive team environment.

Desirable Qualification
Desirable qualifications for this role include a qualification in IT, Digital Technology, Computer Science, or a related subject, or practical hands‑on experience that demonstrates similar knowledge. It would be beneficial to have, or be willing to work towards, IT service management or technical certifications such as ITIL Foundation, Microsoft Fundamentals (e.g. Microsoft 365 or Windows), or CompTIA.

Experience using a service management tool like ServiceNow to log, manage, and resolve incidents and service requests is also advantageous. In addition, the ability to clearly explain technical information to non‑technical users and experience working collaboratively within a team, including knowing when to escalate issues, would be highly valued.



Values and key behaviours 
Homes England colleagues are expected to be flexible in undertaking duties and responsibilities commensurate with the general character of the role and level of responsibility. 
 
The role consistently demonstrates and embeds the values and behaviours in daily work, contributing to a positive and inclusive culture.  
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Respectful

As the core principle,
this runs through

all our values and
behaviours
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Impactful

We combine our
commercial expertise
with social purpose to
deliver value for
money and maximise
our positive impact

Accountable

We are empowered to
lead by example, take
responsibility for our
actions and speak up
for what’s right

Innovative

We are bold, creative
thinkers who embrace
change, never stop
learning and always
look for a better way
to do things

Inclusive

We recognise and
value everyone as
individuals and draw
strength from our
differences

Collaborative

We share information,
align priorities, and use
our collective
knowledge and
experience to achieve
great results





