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	Title 
	Technology Support Specialist (Part-time)

	Business Unit
	Corporate Services
	Team
	Technology and Data 

	Reports to
	Manager, Technology and Data

	Direct Reports
	Nil

	Date Prepared
	April 2026




Position Summary
The Technology Support Specialist will provide first and second-level technical support for EWON employees, acting as the primary point of contact for IT issues and service requests. This includes troubleshooting hardware, software, and connectivity problems and ensuring timely resolution or escalation of incidents to external providers or specialist support when necessary. 
This role will contribute to continuous improvement and documentation of IT support processes. Keep knowledge base articles, IT FAQs and user guides up-to-date so that common issues can be resolved quickly. Identify recurring issues and suggest possible long-term solutions or preventive measures (in collaboration with the Technology Partner or external providers).

Accountabilities
Technical Support & Service Desk
· Serve as the first point of contact for all IT service desk queries, providing Level 1 and Level 2 support to troubleshoot issues with desktops, laptops, mobile devices, printers, standard software (Windows 10/11, Office 365, etc.), and common business applications.
· Resolve or escalate incidents and service requests in a timely manner, in line with agreed service levels. Track issues through to resolution, maintaining detailed documentation of steps taken and solutions provided.
· Coordinate with external managed service providers and vendors for advanced troubleshooting or warranty support, ensuring they deliver services in accordance with SLAs (service level agreements). Follow up on outsourced tickets to ensure timely resolution and minimal disruption to users.
User Onboarding & Offboarding
· Execute the IT aspects of the employee onboarding process: prepare and provision hardware (e.g. configuring laptops and mobile devices) and set up new user accounts in systems such as Windows Active Directory and Microsoft 365. Add new users to the appropriate security groups, email distribution lists, and software licenses based on role requirements.
· Partner with the People Culture & Capability team to ensure new starters have all required access on day one, including email, network, and relevant business systems. Similarly, manage the technology components of staff exits: promptly deactivate user accounts (AD, Azure AD, email, etc.) and remove or adjust access rights in line with security policies.
· Oversee the issuance and return of IT assets: for onboarding, ensure new employees receive the correct equipment and that it’s properly configured; for offboarding, ensure company devices (laptops, phones, peripherals) are collected and either wiped/reset or reassigned, updating asset registers accordingly.
Systems & Access Administration
· Administer day-to-day user access and permissions across various systems and applications. Manage membership of shared mailboxes, distribution groups, and SharePoint/Microsoft Teams sites, handling access requests and permission changes while maintaining proper documentation and approvals.
· Configure and support SharePoint sites and other collaboration tools: create new sites or libraries as needed, manage site settings and user permissions, and assist staff with SharePoint usage or issues. Ensure that SharePoint configurations (and any other managed platforms like Teams, OneDrive, etc.) follow best practices for security and compliance.
· Perform routine administrative tasks in the Microsoft 365/Azure environment, such as license assignment, password resets, basic Exchange Online administration, and monitoring of service health. Work with the Technology Partner or external experts on more complex changes or enhancements to the environment, as required.
Maintenance of Automated Solutions
· Monitor automated workflows (such as Power Automate flows, scheduled scripts, or other digital tools) that are in place to support business processes. Verify that these run on schedule and produce the expected outcomes; address any runtime errors or failures by identifying root causes and implementing fixes or workarounds.
· Conduct routine maintenance on automation solutions – for example, updating connectors or credentials, adjusting parameters, or minor reconfigurations – to accommodate changes in underlying systems or business processes. Ensure that any changes are tested and documented, and that contingency measures are in place to handle exceptions or downtime.
· Work closely with the Technology Partner to understand the design and functionality of new automations or AI tools that are introduced. Take responsibility for the operational handover of these solutions, including learning how they function, ensuring proper documentation/training for the support team, and managing them on an ongoing basis.
Behaviours, Compliance & Safety
· Demonstrate an active commitment to WHS and compliance with legislation:
· Take reasonable care for their own health and safety and others
· Attend WHS training as required by EWON
· Complies with any reasonable instructions, policies and procedures given by EWON.
· Maintain and update required job specific and specialist knowledge.
· Seeks and accepts feedback, coaching and support including participation in required EWON training.
· Undertake other tasks as reasonably requested to support business needs, across the business unit and EWON.

Key Behavioural Capabilities
	Personal Effectiveness
	Displays resilience

	
	Acts with integrity

	
	Demonstrates accountability

	
	Values diversity, equity and inclusion

	Business Results
	Delivers results

	
	Plans and priorities; Problem solving

	
	Implements innovative solutions

	
	Demonstrates agility and effective decision making

	Relationships
	Communicates effectively

	
	Commits to service excellence

	
	Works collaboratively

	
	Influences and negotiates

	
	Emotional Intelligence


Key Relationships
	Internal Stakeholders
	External Stakeholders

	· Technology and Data Manager and Team
· PMO Team
· IT Champions
· People, Culture & Capability 
· All Staff (End Users) 
	· Microsoft and other technology vendors/partners  
· Managed service providers (for IT infrastructure and cloud services)
· Consultants or specialist providers for AI and automation solutions 
· IT Vendors and Suppliers 



Qualifications, Skills and Experience
· Tertiary qualification in Information Technology, Computer Science, or a related discipline – or equivalent professional experience in an IT support role.
· Industry certifications relevant to the role are highly regarded. For example, ITIL Foundation (IT service management) and certifications in Microsoft technologies (such as Microsoft 365 Certified: Modern Desktop Administrator Associate or Azure Fundamentals) would be advantageous in demonstrating the required knowledge and skills for this position.
· Demonstrated experience in an IT support or helpdesk role, providing technical assistance for desktop systems, software, and hardware issues in a Microsoft Windows environment.
· Familiarity with supporting enterprise collaboration tools such as SharePoint Online, Microsoft Teams, and other cloud applications, including basic configuration and user support for these platforms.
· Understanding of IT service management principles; ability to follow and contribute to IT support processes (e.g. incident/request logging, escalation procedures, change management). Knowledge of ITIL practices or experience using helpdesk/ticketing systems to manage and prioritise workload is expected.
· Ability to work both independently and collaboratively with cross-functional teams and build positive relationships.
· Excellent problem-solving and troubleshooting skills, with a proactive approach to identifying solutions and preventing future issues.
· Ability to work methodically under pressure to meet users’ needs and deadline requirements. 
· Excellent communication and customer skills with the ability to explain technical information in clear, non-technical terms.
Desirable 
· Knowledge of Dynamics, Fabric, PowerBI
· Knowledge of, or the ability to rapidly acquire knowledge of, the electricity, gas and water regulatory/legislative framework.
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