[image: C:\Users\mandy.carter.ANVBV\AppData\Local\Microsoft\Windows\Temporary Internet Files\Content.Outlook\J6FKH75K\AFSI_FlyingA_AmTrust_color (2).png]

Role Profile 

	1.
	Job Title
	End User Support Analyst I

	2.
	Function & Business Unit  
	Information Technology - Infrastructure

	3.
	Location 
	London Exchequer Court

	4.
	Hiring Entity 
	

	5. 
	Insurance Distribution Directive (IDD) Continuing Professional Development (CPD) Requirements
	N/A

	6.

	Committee Roles

	Chair
· none

Member
· None

	7.
	Direct & Indirect 
Reporting Line
	Direct Line Manager
Thomas Talmage 

Indirect (dotted) Line Manager
N/A


	8.
	Direct & Indirect Reports 
	Direct Reports
N/A

Indirect (dotted) Reports
N/A

	9.
	Key Stakeholders
	AmTrust International Employees  

	10.
	Applicable Conduct Rules
	Individual Conduct Rules
1. You must act with integrity.
2. You must act with due skill, care and diligence.
3. You must be open and cooperative with the FCA, the PRA and other regulators.
4. You must pay due regard to the interests of customers and treat them fairly.
5. You must observe proper standards of market conduct.
6. You must act to deliver good outcomes for retail customers

	11.
	
Last Review Date

	July 2026





Position Overview

As an End User Support Analyst I, the role provides front-line technical support to end users across the organisation.  The role is responsible for resolving standard hardware, software, access, connectivity, and productivity issues while delivering a professional, responsive, and customer-focused support experience.
The End User Support Analyst I serves as one of the primary faces of IT to the business. This position requires strong communication, ownership, follow-through, documentation, and prioritisation skills. Dependable, detail-oriented, eager to learn, and committed to helping users return to productivity as quickly and effectively as possible are the key requisites of the role.
 
Essential Job Functions

Provide Level 1 technical support for desktops, laptops, mobile devices, printers, peripherals, and standard business applications.
Respond to incidents and service requests through the ITSM platform, including proper ticket documentation, updates, categorisation, prioritisation, and resolution notes.
Troubleshoot and resolve common hardware, software, operating system, network connectivity, VPN, email, printing, and collaboration tool issues.
Provide support to users onsite, remotely, and by phone or virtual support tools as required.
Escalate complex, unresolved, or higher-risk issues to Level 2, engineering, infrastructure, security, application, or vendor support teams when appropriate.
Own the user experience from initial contact through resolution or proper handoff.
Communicate clearly and professionally with end users regarding status, next steps, delays, and expected resolution paths.
Assist with onboarding and offboarding activities, including device preparation, imaging, deployment, account validation, equipment recovery, and access coordination.
Install, configure, and support approved software, operating systems, endpoint tools, and productivity applications.
Support conference rooms, shared workspaces, office moves, desk setups, workstation configurations, and equipment deployments.
Maintain accurate documentation of support activity, troubleshooting steps, resolutions, knowledge articles, and repeatable procedures.
Assist with IT asset tracking, inventory validation, equipment movement, and lifecycle support.
Follow company security standards, data protection requirements, access control processes, and IT policies.
Identify recurring issues, process gaps, or user-impacting trends and raise them to leadership for review.
Participate in team meetings, training sessions, quality reviews, and continuous improvement activities.
Maintain a high level of professionalism, accountability, responsiveness, and customer service in all interactions.
· Comply with AmTrust procedures, policies and regulations as relevant to remit. 
· Ensure you complete all mandatory and job specific training requirements in line with the required time frames.  
· Complete the required number of hours of Continuing Professional Development (CPD) as it pertains to your role and applicable qualifications and ensure this is logged in Workday. Fully participate in all applicable fitness and proprietary and Performance Review processes.  Promptly advise your line manager/HR as to any matter that may be relevant and/or impact your ability to perform in your role. 
· Other duties may be assigned in order to meet the on-going needs of the organisation.

Qualifications, Experience, Competence
Qualifications

Experience in desktop support, help desk, service desk, field support, or related IT support role.
Working knowledge of Windows operating systems, Microsoft Office / Microsoft 365, Teams, Outlook, OneDrive, and common enterprise productivity tools.
Familiarity with ITSM or ticketing platforms such as ServiceNow, Halo, Jira Service Management, or similar systems.
Basic understanding of networking concepts including TCP/IP, DNS, DHCP, VPN, Wi-Fi, and general connectivity troubleshooting.
Basic experience with user account support, password resets, access issues, and identity-related troubleshooting.
Strong customer service, communication, and interpersonal skills.
Ability to document work clearly and maintain accurate ticket records.
Ability to prioritize work, manage multiple requests, and operate in a fast-paced support environment.
Strong troubleshooting mindset with a willingness to ask questions, learn, and follow established escalation paths.
Dependable, professional, and accountable with strong follow-through.

Preferred Qualifications

Associate degree, technical school training, or equivalent experience in Information Technology or a related field.
Experience with Active Directory, Azure AD / Entra ID, Microsoft Intune, SCCM, endpoint management, or device imaging tools.
Exposure to enterprise security tools, endpoint protection, MFA, VPN, and access management processes.
Experience supporting executives, office leadership, or high-touch business users.
CompTIA A+, Network+, Microsoft Fundamentals, ITIL Foundation, or similar entry-level certification preferred.
Experience supporting hybrid work environments and remote users.

Experience 

Experience in desktop support, help desk, service desk, field support, or related IT support role.

Functional/Technical Competencies 

The End User Support Analyst Level 1 is expected to:
Resolve assigned tickets accurately, professionally, and within expected service levels.
Maintain consistent communication with users and internal support teams.
Keep tickets updated with meaningful notes and current status.
Escalate issues appropriately without abandoning ownership.
Support a positive end-user experience and contribute to improved customer satisfaction.
Follow established processes while using good judgment to restore user productivity.
Participate in continuous improvement, training, and quality development efforts.




Core AmTrust Behavioural & Professional Competencies (Employees) 

Results Driven: Displays energy, determination and a sense of urgency to get the job done; understands the importance of meeting deadlines to achieve objectives; takes responsibility for organising own workload to ensure goals are met; identifies barriers or issues that might impact adversely on getting the job done and is proactive and innovative in resolving problems and finding solutions; strives for excellence.

Adaptable & Open to Change: Demonstrates a willingness to adapt and change according to circumstances; is able to comfortably handle ambiguity and changes in priorities; identifies the requirement to demonstrate flexibility for the wider benefit of the department and the business; supports change and the drive to continuously improve.

Relationship Management & Customer Focus: Builds and maintains strong internal and external customer and other relationships as relevant to role; is able to effectively understand and support customer needs while balancing business needs; takes responsibility for meeting agreed service levels and other commitments.; strives to deliver excellence and innovates to deliver solutions; ensures that all our customers are treated fairly and receive good outcomes in accordance with our regulatory requirements.

Risk Management: Is able to understand and identify common types of business risks for their functional or business area; actively supports the maintenance of an effective control environment; takes timely remedial action as may be required to prevent or minimise loss; proactively escalates risks to the appropriate party; ensures the timely closure of internal audit actions; supports continuous improvement in the management of risk.

Collaboration: Demonstrates respect and integrity in all collaboration with others; works with rather than competes with others in the business to achieve company goals; builds trust through open communication; adapts style and messaging appropriately; seeks out and listens to the opinions of others; supports team building and an inclusive culture that values diversity.

Continuing Professional Development: Proactively keeps up to date with regulatory and professional changes; maintains the required knowledge and skills to perform in post and undertakes all required / mandatory training; ensures that annual learning and development plans and Continuing Professional Development (CPD) obligations are achieved.

AmTrust Values: Able to demonstrate and role model AmTrust’s values: Excellence, Innovation, Integrity, Responsibility, Inclusion and Teamwork.
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