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1. Main Objectives of this position:
· Provide end-to-end technical support by overseeing the daily troubleshooting, maintenance, and resolution of issues related to company computers, LAN/WAN infrastructure, and telephony systems, ensuring uninterrupted operational performance.
· Monitor operational performance by tracking system health and internet lines

2. Function and duties:

 Training & Onboarding: Serve as Trainer and Buddy for new ITC joiners as required, supporting their onboarding and technical development via manuals & f2f training.
 Supplier & Budget Management: Negotiate with suppliers, manage purch.asing processes
 Business & User Liaison: Act as the primary link between user and director requests and the regional business department, ensuring smooth communication and timely resolution.
 Third Party Agent Support: Provide technical setup and assistance to agent offices.
 Support & System Administration: Deliver first-line desktop support. Administer the SailPoint environment for Salesforce, Case Management, Windows Drives, serve as FIS2 and FIS3 requestor.
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Key Accountabilities:
· Demonstrate strong knowledge of Ethernet networking, LAN/WAN environments, and related infrastructure by identifying, troubleshooting, and resolving network issues while ensuring optimal system performance.
· Install, maintain, and troubleshoot hardware components—including memory, drives, routers, and system peripherals—across servers and notebooks in alignment with company standards.
· Deploy and support user peripherals such as printers, scanners, CCTV, time & Attendance systems, digital devices, and other approved equipment to ensure smooth and uninterrupted business operations.
· Communicate clearly and professionally by tailoring technical information to the audience, delivering key points effectively, and using appropriate verbal and non-verbal techniques to support understanding. Engage users with open-ended questions and respond directly and confidently to queries.
· Organise, plan, and coordinate work effectively by defining deliverables, responsibilities, and timelines. Support team members in structuring their tasks, allocate resources efficiently, and monitor delegated work to ensure projects stay on track.







3. Qualifications and Technical Job Requirements:

Technical Competencies
· Strong knowledge of LAN/WAN networking, communication systems, and modern IT infrastructure, with the ability to troubleshoot complex technical issues effectively.
· Highly analytical, able to evaluate data, identify patterns, and provide insight-driven recommendations that support business and operational decision-making.
· Skilled at simplifying and presenting complex technical concepts in a clear, accessible manner for both technical and non-technical audiences.
· Proficient in user application systems, Microsoft technologies, and enterprise tools.
· Demonstrates strong documentation abilities, producing clear technical reports, process guidelines, and user-focused materials.

Core Competencies
· 3 year Information Technology Degree/Diploma
· Operates with independence, responsibility, and problem-solving capability, adapting quickly to new information or changing operational requirements.
· Strong communicator with the ability to build trust, collaborate across departments, and convey information with clarity and professionalism.
· Effective team player who is flexible, cooperative, and supportive in multi-country, cross-functional environments.
· Fluent in English, with the ability to engage confidently with users, management, regional teams, and global stakeholders.
· Committed to continuous improvement, smarter working practices, and enhancing user experience through proactive support and process optimisation.

Personality Attributes
· Proactive and self-driven, consistently taking initiative to resolve issues and improve processes.
· Creative in approach, offering innovative ideas and alternative solutions when addressing challenges.
· Able to perform effectively in high-pressure environments while maintaining composure and focus.
· Highly responsible, dependable, and committed to delivering quality work.

Conceptual & Entrepreneurial Thinking
· Demonstrates strategic thinking with the ability to assess current processes, workflows, and future projections to identify improvement opportunities.
· Approaches tasks with an entrepreneurial mindset, considering long-term value, operational efficiency, and sustainable impact.
· Capable of connecting technical operations with business objectives to drive smarter working and better outcomes.

Professional Image & Client Interaction
· Maintains a positive and professional presence with colleagues and customers.
· Upholds appropriate dress standards—smart casual in the office and formal attire when engaging with clients.
· Displays a welcoming, approachable, and solution-oriented attitude, fostering trust and confidence in every interaction.
· Promotes positivity, teamwork, and strong interpersonal relationships across all levels of the organisation.



4. Success Criteria for Position:
· Success in this position is defined by maintaining stable and reliable IT operations, delivering fast and effective user support, and ensuring timely completion of office setups and IT projects. It includes upholding cybersecurity, IAM, and data protection standards while driving smarter working and process improvements. Strong performance is also demonstrated through accurate BI reporting and analysis, positive stakeholder relationships, and effective training of new ITC joiners. Additional success factors include efficient asset and budget management, proactive problem-solving, and consistently providing a professional, service-oriented experience to colleagues and customers.

5. Special Tasks (if applicable):

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