
 

 

 

Job Description 

Job Title ICT Helpdesk Supervisor 

Department IT Department 

Supervisor Senior IT Manager 

Key responsibilities 1. Collaborates with the ICT Manager and line manages the ICT 

Helpdesk staff to:  

a. plan, develop and manage the client computer, printer and 

peripheral preventative maintenance program.  

b. maintain client computer, printer and peripheral systems, IP 

telephones and VPN 

c. install and implement hardware and software updates and 

enhancements  

d. develop and install master hard drive images  

e. to report and log all help requests.  

f. analyze hardware and software problems and develop 

solutions  

g. develop and maintain documentation relating to delivery, 

imaging, installation, set up, configuration, testing and 

maintenance procedures, to ensure accuracy, consistency and 

accountability.  

h. ensure the College ICT equipment inventory is accurate and 

up to date, and assists with an annual inventory update.  

i. participate in regular periodic hardware and software 

training.  

j. Complete the delivery, imaging, installation, set up, 

configuration and testing of new client computer, printer and 



 

 

 

peripheral hardware, and software, in accordance with 

established procedures.  

k. monitors usage of the client computer, printer and 

peripheral system resources and report any misuse and/or 

abuse.  

2. Ensures that the ICT Helpdesk is operated in a manner 

compliant with ITIL best practice. 

3. Works with ICT Helpdesk staff to meet helpdesk targets on 

resolution of ICT tickets and requests. 

4. Works with ICT Helpdesk in supporting staffs on basic 

operations of school management systems (iSAMS) and 

collaborate with Database Manager on escalated or 

customisation cases. 

5. Ensures the timely processing of student, parent and staff ID 

cards following the College procedures. 

6. Performs other duties as directed that are not inconsistent 

with the qualifications and skills required for this position.  

7. Maintain an awareness of the latest technology, trends and 

developments in client computer, printer and peripheral 

systems as they relate to schools in general, and Wellington 

College Shanghai in particular.  

8. Oversee and ensure that new staff and students receive 

orientation on ICT issues 

 

Job qualification 

 

A. Qualifications:  

✓ High School Diploma.  

✓ Degree in related field preferred.  

✓ Formal computer technology qualifications preferred.  

✓ ITIL Foundation qualification preferred. 

B. Experience:  

✓ experience in ICT helpdesk roles 

✓ experience of helpdesk ticketing systems 

✓ skills, knowledge, experience of current versions of Microsoft 

Windows 

C. Personal Skills/Qualities:  

✓ positive, energetic demeanor  

✓ strong interpersonal communication skills  



 

 

 

✓ ability to work with teams, teachers, students and parents  

✓ possesses a keen sense of responsibility  

✓ ability to handle confidential files and information in a 

professional manner.  

✓ ability to organize and analyze complex tasks in a systematic 

manner  

✓ ability to learn new software and develop appropriate 

procedures independently  

✓ ability to self-educate when formal instruction is not available  

✓ ability to provide positive customer service with a helpful, 

proactive attitude  

✓ willingness to work additional hours  

✓ ability to work to and meet deadlines  

✓ ability to communicate effectively with teams, teachers, 

students and parents at all levels in both oral and written 

communications  

✓ proficiency in oral and written English and Chinese language  

 

 

 

 

 

 

 


