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BPP Job Description 
 
 
Job Title		IT Support Specialist – North America
Department		​Technology​ 
 
Location		​Vancouver 
 
Additional details	This role will be on a 5 in 7 day shift pattern 
 
Travel requirements (if applicable): Travel to other BPP Group sites may be required
 
Contract type		​Full time and permanent​	 
 
Hours of work	37.5 hours a week with a shift pattern covering 8am – 7pm (Mon-Sun)  
 
Reporting lines	Group Service Desk Manager
 
 
Job Purpose 

As the initial touchpoint for both staff and students for IT support in North America, you’ll handle queries, incidents, and requests. Whether someone needs technical assistance or seeks information, you’ll be there to provide prompt and professional onsite and remote support. 
When users encounter technical problems, you’ll troubleshoot and aim for timely resolution working with both internal and external departments to deliver a high-quality service, contributing to a positive experience for both staff and students alike. 
 

 
Key Responsibilities  
 
· Serve as the initial IT point of contact for staff and students across the North American entities who report issues, seek information, submit requests, or need guidance.
· Be a key point of contact for all on-site support in all Vancouver sites Provide out of hours support for BPP Group staff and student environments outside of North America (primarily based in UK, working in UK GMT time zone)
· Respond promptly and professionally to enquiries, ensuring a positive user experience.
· Accurately log, classify, and prioritise incidents following BPP’s internal processes.
· Troubleshoot technical issues, aiming for timely and satisfactory resolution.
· Escalate incidents/requests where appropriate to internal or external teams when necessary.
· Provide remote assistance using prescribed tools such as GoToResolve, SCCM Remote Tool, Microsoft Teams or Windows Quick Assist.
· Advise users on the most suitable course of action based on their specific needs. 
· Produce technical training guides and documentation to share knowledge with internal teams including the service desk, in Service Now.
· Communicate clearly and courteously, using customer first principles.
· Assist with gathering data and producing reports for Service Review meetings and senior management.
· Set realistic expectations by communicating estimated resolution times.
· Provide regular updates on tickets that are not resolved at first point of contact.
· Work closely with internal and external departments to deliver a high-quality service.
· Perform additional tasks as directed by your line manager, consistent with the scope and objectives of the role
· Assisting the implementation of strategic Group requirements in North America, as directed by Group IT leadership, 
 
Skills, experience & qualifications required - Essential 
 
· Demonstrates a strong passion for IT Support and Technology
· Self-motivated and committed.
· Be ambitious and proactive with a willingness to learn.
· Experience in troubleshooting software and hardware issues.
· Familiarity with Windows OS (Mac OS Desirable) 
· Knowledge of Office 365 applications
· Knowledge and experience of Active Directory
· Knowledge of network protocols
· Experience of working on an IT Service desk, as on-site support or a similar role 
· Excellent written and verbal communication skills with demonstrable patience, and the ability to translate technical information to non-technical users.
· An ability to maintain accurate records and track progress effectively while handling multiple open tickets.
· Basic DBS check will be required 
 
Skills, experience & qualifications required – Recommended
· Knowledge and understanding of IT ticketing systems (beneficial but not essential)
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