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Position:
End User Services Engineer
Division:
Corporate
Location:
Primarily on-site - Derby and DHU sites across the Midlands
Reporting to:
End User Services Team Leader
Band:
Use baseline of band to align with Career Framework 
Last reviewed:
Sep/26

   Purpose of the role

DHU is committed to providing the highest quality of care in the right place and at the right time. Reliable and secure Digital services enable colleagues to deliver safe and effective care.

The End User Services Engineer is a visible, business-facing representative of Digital and, for many colleagues, their main face-to-face contact with IT. The post holder must provide a calm, helpful, friendly and professional service.

The role provides second-line, desktop and field support across DHU sites. It combines hands-on support for all end-user devices, telephony, operating systems, applications, printing, audio-visual equipment, connectivity and access with clear ownership of incidents and requests.

This is primarily an on-site role. Limited hybrid working may be occasionally available where site coverage, workload and line-management approval allow.


Key Success Measures

· Colleagues experience digital operations as calm, approachable, helpful and professional.
· Incidents and requests are resolved or progressed promptly, with clear ownership and communication.
· End-user devices and workplace technology are built, deployed, maintained and supported reliably.
· Tickets, asset records and knowledge information are accurate and current.
· Site support and supplier-dependent issues are managed to a clear outcome.
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· Represent DHU Digital professionally, communicate clearly, set realistic expectations and maintain ownership throughout the ticket lifecycle.
· Provide second-line, desktop and field support across DHU sites, resolving faults affecting laptops, desktop PCs, operating systems, user profiles, drivers, approved software and device performance.
· Build, configure, deploy, rebuild, replace and recover devices using approved tools and standards, completing checks, user handover, authorised data transfer and asset recording.
· Support Microsoft 365 applications, browsers, remote access, wired and wireless connectivity, docks, monitors, keyboards, mice, headsets, telephony and other workplace peripherals.
· Install, configure and troubleshoot printers, multifunction devices, print queues, drivers and scanning services, coordinating suppliers where required.
· Support meeting-room and audio-visual technology, including screens, projectors, cameras, microphones, speakers and Microsoft Teams-enabled facilities.
· Support mobile devices, fixed and mobile telephony, handsets, softphones and associated accessories within agreed service boundaries.
· Manage device moves, refreshes, joiner/mover/leaver tasks, stock, spares, loans, warranty returns, secure storage and disposal, keeping asset records accurate.
· To carry out regular operational checks and activity to proactively reduce the risk of incidents impacting the operation of the IT & Telecoms services. This will include occasionally taking backups, monitoring storage availability, carrying out preventative maintenance and responding/escalating critical alerts from the Service Monitoring toolset.
· To protect DHU information assets through maintaining high levels of confidentiality, integrity and availability and to escalate in a timely manner any concerns relating to potential or actual information security breaches.
· Record meaningful diagnostics, actions, ownership, user updates, hand-offs, supplier references, resolution notes and closure evidence in ServiceNow.
· Follow ITIL-aligned incident, request, knowledge, asset and problem-management processes, prioritising patient safety and operational impact.
· Understand supplier boundaries and escalation paths, provide evidence, retain internal ownership and track ticket-specific supplier actions to outcome.
· Create and maintain knowledge and user guidance and complete approved deployments or configuration activity using and creating documented instructions and checks.
· Any other reasonable duties as required from time to time.
· Promote and assist in the development of IT & Telecoms related policies, processes and procedures.
· Be willing to suggest areas for improvement and participate in quality improvement within the organization.
 

Key Working Relationships 
The post holder will work with clinical, operational and corporate colleagues, the End User Services Team, the Infrastructure Team, Service Delivery Management, external service partners and NHS partners, building trust while maintaining clear ownership and professional boundaries.
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Education / Qualifications – Essential 

· NVQ Level 3 or equivalent in an IT-related subject, or equivalent practical experience.
· Good general education, including Mathematics and English at GCSE level or equivalent, with evidence of continued professional development.

Education / Qualifications – Desirable

· ITIL 4 Foundation.
· Relevant end-user computing, Microsoft or customer-service qualification. 

Skills and Abilities - Essential

· Excellent customer-service and communication skills, remaining calm and professional under pressure.
· Ability to explain technical matters clearly to colleagues with different levels of knowledge.
· Strong fault-finding, ownership, prioritisation and judgement, including early escalation of operational risk.
· Ability to produce accurate ticket notes, user communications, knowledge articles and asset records.
· Ability to work independently across sites and as part of a team.

Skills and Abilities - Desirable

· Ability to coach colleagues and identify recurring issues or improvement opportunities.

Experience – Essential 

· At least two years' experience in a second-line, desktop, field engineering or end-user support role.
· Experience supporting Windows laptops and PCs, Microsoft 365 applications, printers, peripherals and user connectivity.
· Experience building, deploying, rebuilding and replacing end-user devices using managed processes.
· Experience providing face-to-face support across locations and managing tickets through their full lifecycle.
· Experience coordinating with internal teams and third-party suppliers.
Experience – Desirable 

· Experience in the NHS, health or social care, or another 24/7 environment.
· Experience supporting audio-visual technology, mobile devices and telephony.
· Experience with ServiceNow, Intune, Autopilot, Configuration Manager or comparable tools.
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Knowledge - Essential

· Practical knowledge of Windows desktop operating systems, laptop and PC hardware, device drivers, Microsoft 365, printing and workplace peripherals.
· Working knowledge of ITIL incident, request, escalation, knowledge, asset and problem management.
· Understanding of basic wired, wireless, VPN and endpoint connectivity troubleshooting and when to escalate.
· Understanding of supplier service boundaries and escalation paths.

Knowledge - Desirable

· Knowledge of NHS information governance and Data Security and Protection Toolkit expectations.
· Knowledge of endpoint management, software deployment, encryption, endpoint security or major-incident management.


Other - Essential

· Able to travel regularly to core DHU sites across the Midlands; a valid driving licence and suitable transport are required, subject to DHU policy.
· On-call participation may be considered depending on skillset, competence, authorisation and service need.
· Able to carry and safely handle standard end-user computing and audio-visual equipment.
· Willing to undertake mandatory training and share knowledge.





Key policies and what we expect from each other

Belonging: At DHU, we want everyone to feel like they truly belong. We believe our team should be just as diverse as the people and communities we care for. Whoever you are, wherever you're from - you’re welcome here. We’re all about building a culture where everyone feels seen, heard, and valued.

Diversity: We’re proud of the different backgrounds, experiences and perspectives our people bring. That’s what makes us strong. We treat everyone fairly and respectfully, and we’re committed to creating a workplace that celebrates what makes each of us unique. No one should ever feel left out, left behind, or treated differently.
Safeguarding: Keeping people safe is at the heart of what we do. Whether it’s patients or colleagues, children or adults - we all share a responsibility to look out for one another and speak up if something doesn’t feel right.

Health & safety: Everyone has a part to play in staying safe at work. Be mindful of how your actions affect others and follow our health and safety guidance. If you see something that’s not safe, speak up.
Wellbeing: Look after your own health and wellbeing, and help create a positive, supportive workplace for everyone. Use the resources available, treat colleagues with respect, and speak up if something isn’t right. Together, we can make DHU a place where everyone can thrive.
Engagement: Support and promote employee engagement by collaborating effectively, communicating openly, and contributing to a positive team culture.

Infection prevention and control: A clean and safe space is everyone’s responsibility. Stick to our infection prevention guidance - it helps protect you, your team, and the people we care for.

Looking after our planet: We all have a part to play in protecting the environment. At DHU, we do our bit by using resources wisely and keeping waste to a minimum. That means recycling and sorting waste properly, switching off lights and equipment when we’re not using them, reporting heating or cooling issues as soon as they happen, and cutting down on unnecessary travel. Small actions, big difference - especially when we all do them together.

Teamwork: As part of our DHU team, you might be asked to take on different tasks now and then to help us meet our goals. We all pitch in where we can, support each other, and stay flexible to keep things running smoothly.

Postholder acknowledgement

I acknowledge receipt and confirm my understanding and acceptance of the responsibilities specified in my Job Description. 

Please Note: If you are unclear of any requirement in this document obtain clarification from your line manager. 
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DHU Healthcare is the trading name of DHU Health Care C.I.C., a limited company registered in England and Wales. Registration no. 05834163. Registered office: No:2, Roundhouse Rd, Derby, DE24 8JE.
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With you, we’re making the
difference.

Together, we can achieve
more.
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For you.
For them.
With us.

For you: we offer a fulfilling career, full of support,
compassion, respect, fulfilment, and benefits.

For them: we overcome challenges and achieve more for
our patients and their outcomes.

With us: we’re united through purpose, teamwork, shared
pride and fulfilment. Our values, behaviours and principles.

Our values, behaviours and principles

At DHU, how we work is just as important as what we do. Our Behavioural
Framework (below) is rooted in our CARE values and sets out the behaviours
we expect from everyone. Together, these behaviours shape a culture where
every role and every person matters.

When you become part of DHU, you join an organisation where these values are
lived every day by our people, for our patients, and within our communities.

We are adaptable, We recognise the
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