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	Job role title
	End User Computing Engineer

	Directorate
	Chief Operating Office

	Team
	Digital Service Desk

	Reports to
	Digital Support Team Lead



[bookmark: _Toc148102402]Job purpose 
	We are seeking an individual with a strong technical aptitude and proven problem-solving skills, capable of diagnosing and resolving complex issues efficiently. A solid foundation in technology and the ability to adapt to evolving systems is essential for success in this role.
Excellent communication and customer service abilities are critical, as the position requires frequent interaction with colleagues and stakeholders. The ability to convey technical information clearly and provide a positive user experience is a key component of the role.
Experience with IT Service Management (ITSM) tools, preferably ServiceNow, is highly desirable. Familiarity with these platforms ensures effective handling of service requests, incidents, and asset management processes within an enterprise environment.
A thorough understanding of incident and request management processes is also required. This includes knowledge of best practices for prioritization, escalation, and resolution to maintain service continuity and operational efficiency.




[bookmark: _Toc148102403]Key responsibilities 

	Collaborate with the Digital Support Management team to establish a best-in-class Digital Support operation built on industry-standard ITIL processes. This includes ensuring operational excellence and adherence to best practices across all service delivery activities.

Provide exceptional support to all customers and colleagues across a wide range of services, products, and platforms. This requires both proactive and reactive engagement to meet performance targets, delivering resolutions effectively and within agreed timeframes.

Work closely with the management team to promote a user-centered culture and maintain accurate, high-quality data that keeps users informed about the status of their queries. Empathize with end users, build rapport, and communicate technical and non-technical information clearly to meet user needs.

Ensure all incoming calls and requests are logged accurately in ServiceNow, assigning incidents to the correct resolver teams. Manage incidents, requests, and problems in line with agreed IT service processes, maintaining data integrity and compliance with asset, incident, and request management standards. Contribute to problem management activities when required.

Support the successful transition of new projects and processes into live operations. This includes building and provisioning Surface and Apple devices in accordance with established procedures.

Demonstrate strong time management skills by effectively planning and prioritizing workload to meet deadlines and performance targets. Participate in both business-as-usual activities and project work, identifying opportunities for continual improvement and best practice adoption. Assist with testing new products and represent the Service Desk in team or departmental meetings when required.

Maintain and develop technical knowledge and skills, providing basic in-house training to keep colleagues informed of new processes and developments. Contribute to the knowledge base by identifying areas for improvement and sharing insights. Work with your line manager to plan personal development activities and attend relevant technical and professional training sessions.





[bookmark: _Toc148102404]Key Qualification, knowledge and experience
	The ideal candidate will have hands-on experience supporting core Microsoft technologies, including Microsoft 365, Microsoft Teams, Windows 11, Microsoft Intune, Azure Active Directory, and Apple iOS. Proficiency in managing and troubleshooting Microsoft Surface devices (Laptops and Pros) as well as Apple iPhones and iPads is essential.

We are looking for someone with a strong background in ITIL-based environments and a solid understanding of ITIL principles. An ITIL v3 or v4 Foundation certification is highly desirable, demonstrating your ability to work within structured service management frameworks.

Practical experience with IT Service Management (ITSM) tools is required, with a focus on driving continual improvements, automating workflows, and ensuring efficient service delivery. Familiarity with ServiceNow would be a significant advantage.

Excellent communication skills are critical, including the ability to influence, negotiate, and resolve conflicts effectively. A proven track record of delivering outstanding customer service and maintaining a strong user-focused approach is essential.

You should be able to explain technical issues and resolutions clearly in non-technical language, ensuring users understand the cause and effect of problems and the steps taken to resolve them.

Experience in creating and maintaining knowledge base documentation is also required. This includes accurately reflecting existing systems and processes and ensuring documentation remains current and relevant.




[bookmark: _Toc148102405]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





