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Job Description 
 

Position Title: ICT System Support Officer 

Reports to: ICT System Administrator 

 

Principal Accountabilities: 

 Prioritise and manage requests for service calls from end-users and ICT teams and provide 

service delivery and Level 1 and 2 technical support as per defined Service Level Agreements. 

Provide telephone, face-to-face and remote support to users. Advise users of correct 

operating methods to prevent systems breakdown/misuse. 

 Troubleshoot, analyse and resolve problems with ICT equipment and systems. Immediately 

escalate critical issues (including cybersecurity incidents) to ICT Systems Administrator and 

notify Duty Terminal Coordinator and respective Head(s)/Manager(s) as per escalation 

procedures. 

 Follow up with suppliers/contractors for preventive and curative maintenances on ICT systems 

and equipment. 

 Assist ICT System Administrator in troubleshooting server level problems. 

 Execute preventive maintenance plans on ICT equipment and systems for proactive 

identification and correction of system problems or weaknesses to meet performance 

requirements of the ICT Services Department. 

 Assist in the preparation and updates of functional/technical documentations for ICT systems. 

 Assist in the implementation of software and hardware roll-outs and upgrades. 

 Assist in the update of inventory of ICT assets, whenever required. 

 Assist in the management of stock of spare equipment, parts and consumables. 

 Prepare and ensure that customers sign off ICT forms and update physical and digital records 

of all installations, interventions, preventive and curative maintenances, activation of service, 

physical and remote checks, transfers of equipment carried out – and where applicable 

forward information for billing purpose to the ICT System Administrator concerned. 

 Carry out regular physical and remote checks on ICT facilities, systems and equipment in data 

centres and technical rooms. 

 Follow up with the cleaning contractor and oversee regular cleaning of data centres and 

technical rooms as per ICT standards. 

 Take delivery of ICT equipment and consumables from Stores. 

 Drive vehicle for pickup and delivery of equipment or other interventions. 

 To perform any other cognate duties as may be assigned. 
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Required Minimum Qualification and Experience 

 HSC with at least 2 “A” Levels or equivalent. 

 National Diploma (Level 6) in Computer Science / Information Technology from a recognized 
institution in a related field acceptable to AML. 

 At least 2 years of post-diploma experience in the installation, configuration, maintenance and 
troubleshooting of Windows-based client computer systems preferably in a critical infrastructure 
environment. 

 Excellent knowledge of Windows Pro 10/11, Microsoft Office, Google Workspace, Office 365, 
Android and IOS tablets and smartphones. 

 

Skills: 

 Good analytical, logical and problem solving abilities 

 Good written and oral communication skills 
 Excellent time management and multi-tasking skills 

 Attention to detail 

 Excellent listening and questioning skills, combined with the ability to interact confidently with 
customers to determine the nature of the problem and propose solutions 

 Ability to lift IT equipment and peripherals 

 A valid driving licence 
 

Other Traits: 

 Ability to think outside the box 

 “Can do” attitude with a strong customer focus 

 Willingness to work at odd hours, during weekends/public holidays and under pressure 

 Desire to learn 

 Courteous and respectful 

 Enthusiastic, proactive and result-oriented 

 Honesty, integrity and accountability 
 Effective team player 

 


