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JOB DESCRIPTION

JOB TITLE: IT Support Analyst
DEPARTMENT: Royal Collection Trust
SECTION: Systems Infrastructure
LOCATION: St )ames’s Palace

REPORTING TO: Senior Technical Business Analyst & Service
Manager

Job Context

Royal Collection Trust is a department of the Royal Household and the only one that undertakes its
activities without recourse to public funds. It incorporates a charity regulated by the Charity
Commission and the Office of the Scottish Charity Regulator, The Royal Collection Trust, and its
subsidiary trading company, Royal Collection Enterprises Limited.

Royal Collection Trust is responsible for the management and financial administration of the public
opening of Buckingham Palace (including The King’s Gallery, the Royal Mews and Clarence House),
Windsor Castle (including Frogmore House) and the Palace of Holyroodhouse (including The King’s
Gallery). The monies generated from admissions, and from associated commercial activities are invested
in the care and conservation of the Royal Collection and the promotion of access and enjoyment through
exhibitions, publications, loans and educational activities.

Systems Infrastructure is a specialist application and infrastructure support team and is responsible for
the management, development and support of Royal Collection Trust's commercial, collections and
asset management systems, websites, and technical infrastructure, which together enable the sale of
almost three million tickets per year to visitors, generating approximately £57 million in ticket-sales
revenue, £27 million in retail sales, and the management of several million assets. The teams we support
operate at eleven venues across the UK, including nine permanent and three seasonal shops.
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Organisation Chart

Head of

Systems Infrastructure

Senior Technical Business
Analyst & Service Manager

Technical Business Analyst Product Owner (web) Systems Analyst

IT Support Analyst x 2

The post-holder reports to the Senior Technical Business Analyst & Service Manager and is part of the
Systems Infrastructure Section.

Job Purpose

As a key member of the Systems Infrastructure team, you will be the first point of contact for users
across the commercial operations of the business who need assistance. You will be based in our London
office, providing both face-to-face and remote support on Ist and 2nd line issues. Combining strong
technical knowledge with good business and advisory skills, you will undertake a broad range of work
in a variety of environments to deliver first-class customer service.

Principal Accountabilities

e The ability to engage with a wide range of customers — via phone, email, ITSM and in-person — to
deliver excellent advice, technical support and solutions

e Aptitude to manage challenging customers in a fast-paced environment

e Proactive monitoring of ticket queues in our ITSM and resolution of issues, incidents and requests
within agreed SLAs, providing regular updates to tickets and end users.

e Research resolutions to issues, escalating within the team or with suppliers, as necessary.

e Maintain user accounts and authentication methodologies on a wide range of systems, including
Azure.
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e Build and maintain RCT’s commercial managed hardware and its integrations, including PoS terminals,
PCs, specialist printers, P2PE payment devices and scanners.

e Assist with the technical operation of the specialist commercial applications, ensuring they are fully
operational at all times.

e Fully engage with defined processes such as new joiners, leavers, change enablement and asset
management.

e Contribute to documentation and knowledge base input.

e Undertake user acceptance testing of developments and upgrades to commercial systems and their
associated infrastructure in line with agreed criteria and testing scripts.

e To assist with the planning and setup of new and temporary ‘stores’ across Royal Collection Trust’s
commercial estate.

Job Dimensions

The post-holder has no staff-management or budgetary responsibilities.

Decision-making Responsibilities

The post-holder has independence in day-to-day operational decisions, but would refer policy or
strategic issues to the Senior Technical Business Analyst & Service Manager.

Practical Requirements

The post holder is principally based at St James's Palace, but will be required to work at other sites in
London, Windsor and Edinburgh.

The standard hours for the position are Monday to Friday 09:00 to |17:30; however, owing to the nature
of this post, flexibility will be required on start and finishing times to support business need.

The post holder will be required to be ‘on call’ an average of one weekend in three; when on call the
post holder must be contactable by telephone for critical-level support issues and in a position to provide
telephone assistance and escalation as necessary.
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Person Specification

Experience with call logging software / ITSMs and Ist/2nd line support.

Analytical and troubleshooting experience.

Excellent verbal and written communication skills.

Experience of hardware setup and configuration, including PCs and peripheral devices.

A solid base of technical knowledge, with the capability to support issues and incidents at the first
level or beyond.

Ability to change priorities quickly and handle multiple tasks in a fast-paced, changing environment.
The ability to work independently while being a strong, dependable team player.
An understanding of excellent client service and delivering to the highest standards.

ITIL qualification (ITIL Service Delivery / ITIL Foundation) is beneficial.
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