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Job Description 

	                        Job Holder 

Name: David Cairns

Pay Band/Grade:  MPG4

Job Title:  NT Web Hosting Support Manager

OU Code: NEF31
	                       Line Manager
Name:  Ian Robertson

Job Title: Intranet Application Support Manager

OU Code:  NEF31




The Job Holder will understand the regulatory, fair trading and competition rules relating to their work sufficiently to be able to comply with them, relying on their knowledge or on their ability to recognise that they will need specialist support.
The Job Holder is authorised to access, use or disclose customer information only when needed to do so to perform BT operational duties. Any other access, use or disclosure may only be made on receipt of additional authority in accordance with ISIS Directive SEC/POL/A008 - Information Security.

The Job Holder will actively support at all times company policy and best practice in the area of security, with particular emphasis on the protection of sensitive customer information.

(Note - This statement is for managers only)

Change Control is an essential discipline to ensure that Information Systems Engineering maintains a high level of service availability for our customers. It exists to enforce the management of change through clearly defined descriptions, approvals by the correct parties, co-ordination with other changes and subsequent tracking of progress though to completion. The management and co-ordination of change within Information Services is controlled by the National Change Manager and supported by INFOMAN. Changes to computing environments must follow prevailing QMS Change instructions. Failure to comply is a serious breach of conduct and will be treated as such.

1.
Key Purpose of Job

1 
To provide software and customer support for Teamconnect NT Web Hosting Services to meet standards as published in Teamconnect Service Level Agreements.

2 
To design, document, install and manage NT hosting products when required, including hosting support and  infrastructure products

3. To Proactively monitor all supported web servers and services.

4. To investigate and resolve customer problems on all supported services

2.
Key Duties and Responsibilities
1. To be responsible for all the Teamconnect Products defined under Publisher Extra NT and Partner. To provide, maintain and support them wherever necessary. 

2. To proactively and reactively resolve all operational problems with the above products. Invoking any necessary escalations or external assistance to meet service level agreements.

3. To ensure that change Control procedures are applied where necessary.

4. To provide day to day support for the Teamconnect  product customers , including end user support using  web and email or formal fault support via INFOMAN.

5. Perform routine checks on all component services and restarting services when failure occurs.

6. To actively support, at all times, company policy and best practice in the area of security, with particular emphasis on the protection of sensitive information.


7. To participate in 24-hour call-out Rota system as when required. 

8. To design and document support procedures.

9. To provide support where required to developers, using Teamconnect hosting services.

3.
Resources for which the Job Holder is responsible

People:  
None

Budgets:  
None

Fixed Assets:
All elements of the Teamconnect support products as per the Hardware Inventory Database.
4.
Key Working Relationships

1 Customers: Teamconnect, and BT internal customers

2 Suppliers:   External Suppliers, External organisations such as Microsoft , Allaire ComputaCentre.

3 Co-Workers: Bletchley Operations, DNS Support, ISE Project Managers, Hadrian Operations, Naif Implementations

5.
Competencies/Skill Requirements

 
Core Competencies

	Competency
	Essential
	Desirable

	Customer Focus
	X
	

	Commercial and Business Awareness
	X
	

	Managing Relationships
	X
	

	Performance and Results
	X
	

	Continuos Improvement and Managing Change
	X
	

	Customer Focus
	X
	

	Functional & Professional 
	X
	


 
Additional Competencies

	Competency
	Essential
	Desirable

	Knowledge of Teamconnect Web Hosting Products
	X
	

	Creative Think and Innovation 
	
	X

	Knowledge of Web Application Development
	X
	

	Knowledge of Web Security Techniques
	
	X

	Strategic vision and Direction setting
	
	X

	Professional/Technical
	X
	



Other Requirements

	Network Protocols
	Understands the operation and characteristics of network protocols including: TCP/IP

	Windows NT Operating Systems
	Understands all components of the Microsoft Web Hosting Platform: Windows NT, IIS, Index Server, Frontpage Server Extensions 



	Database Fundamentals


	Understands the use of databases in web development, in particular, Microsoft Access and SQL Server.

	BT’s Internal Data Networks
	Has a knowledge of BT’s Corporate Information Network, the products used and their topology.



	Web Technology
	Has a basic understanding of different elements used in providing an internet/intranet infrastructure, including Domain Name Servers, Proxy Servers, Firewalls, web browsers, and web servers.




6.
SIGNATURES
	                        Job Holder
Noted by:

Date:


	                      Line Manager
Approved by:

Date:


