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POSITION DESCRIPTION 

At IMPACT Community Services, our vision is Improving lives, and our mission is to build a caring, inclusive 

community by creating opportunities that empower individuals and promote meaningful participation. This role 

supports that mission through compassion, trust, and collaboration to create positive change. Guided by our pillars of 

Live, Grow, and Prosper, it helps stabilise life circumstances, foster personal growth, and support sustainable 

employment and social enterprise outcomes. 

Position Title: ICT Technical Support Team Leader 

Position Overview: 

The ICT Technical Support Team Leader is responsible for: 

• Providing technical advice and support to staff across multiple locations. 

• Ensuring IT infrastructure is operating efficiently and effectively. 

• Keeping internal systems current and up-to-date. 

• Guiding and supporting the team to deliver outcomes and customer service. 

• Providing operational leadership, performance management, and professional 

development for the team. 

This role also assists the ICT Operations Manager to: 

• Troubleshoot and resolve issues of moderate to high complexity. 

• Collaborate with leaders to enhance processes, tools, and customer service. 

• Provide continuous improvement and maintenance strategies  

• Contribute to infrastructure decisions. 

Award: 
Social, Community, Home Care and 
Disability Services Award 2010 

Classification: 

Social & Community 
Services Employee 
Level 4 

Department: Information Communications Technology Position Code: 02.005.08 

Accountable To: ICT Operations Manager Probationary Period:  6 Months  
(Monthly reviews are conducted) 

Impact Commitment Statement 

Our staff actively contribute to IMPACT Community Services’ vision, mission, values, and uphold our policies and 

procedures. In return, they experience the reward of making a real difference in the community, working within a 

supportive team culture, and benefiting from a strong commitment to learning, development, and meaningful 

employment benefits. 

IMPACT Vision 

Improving lives  

IMPACT Mission 

Building a caring and inclusive community through opportunities which empower people, increase individual choice, 

improve resilience and increase social and economic participation. 



IMPACT Community Services 
108 Bargara Rd, Bundaberg East QLD 4670 

P: 07 4153 4233 Free: 1800 179 233 
E: hr@impact.org.au 

02.005.08 || Rev. 29 May 2026 || Page 2 of 3 

IMPACT Values 

IMPACT Community Services culture is driven by the following values

 Put Wellbeing First  

 Build Trust in Relationships  

 Empower Others  

 Be Compassionate  

 Celebrate Uniqueness  

 Work Together  

 Create Positive Impact  

 Strive for Excellence 

 

Key Responsibilities 

Team leadership & People management 

• Supervise the team to achieve operational and service excellence. 

• Facilitate regular team meetings and provide coaching. 

• Schedule work and determine resource allocation to meet operational requirements. 

• Promote a positive, collaborative, and customer-focused culture. 

Service delivery & Operations 

• Oversee day-to-day service desk operations to ensure targets are consistently achieved. 

• Monitor and manage ticket queues, prioritisation, and incident response to maintain service quality. 

• Ensure consistent application of service delivery frameworks and processes 

• Perform the role of ICT Security Officer (ITSO) 

• Provide clear, professional and effective communication with customers and internal stakeholders. 

Technical & Escalation Support 

• Provide hands-on technical assistance to support service continuity and issue resolution. 

• Serve as a key escalation point for complex technical incidents and customer requests 

• Lead and guide the team in troubleshooting across common technologies such as: 

o Microsoft 365 / Azure / Entra ID 

o Windows environments 

o Solid Network knowledge (DNS, DHCP, VPNs, switching and firewalls) 

o Endpoint management and security tools 

o Mobile Devices Apple/Android 

• Liaise effectively with third-line support teams, vendors, and technology partners to resolve complex issues. 

Continuous improvement 

• Identify trends, recurring issues, and opportunities for service improvement. 

• Contribute to process refinement, automation, and knowledge base development. 

• Ensure documentation and knowledge articles are accurate and up to date. 

• Support service reviews and reporting for customers and internal management. 

• Proactively identify opportunities in environments and workflows for improvement. 

General 

• Take reasonable care for personal health and safety in the workplace and that of others. 

• Other duties as required, taking into consideration the experience and qualifications of the staff member 

and the level of the position, and including assisting with activities which are beneficial to the wider 

organisation. Where Higher Duties apply the relevant Award will be followed. 
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Position Requirements  

Essential qualifications, skills and experience 
• Significant experience in working within a service desk environment 

• Track record as a Senior Analyst, Team leader, or Supervisory role  

• Excellent people management, coaching, and communication skills 

• Proven ability to manage competing priorities  

• Current skills in: 

o Microsoft 365 administration and support 

o Windows desktop and server environments 

o Networking and security concepts 

o Ticketing systems, monitoring tools, and Remote Monitoring & Management (RMM) platforms 

• Strong understanding of IT service management frameworks and customer service focus 

Desirable qualifications, skills and experience 
• ITIL Foundation certification 

• Microsoft or vendor-specific certifications 

• Experience with service reporting and KPI analysis 

• Exposure to ISO 27001 or similar frameworks 

Child Safe Organisation 

IMPACT is a Child Safe Organisation and is committed to the safety and wellbeing of children and young people. All 

employees of IMPACT must follow the National and Queensland Principles for Child Safe Organisations and all of 

IMPACT’s internal policies and procedures in relation to safeguarding a child or young person.  

Licensing and Administrative Requirements 

Please note that employment is subject to obtaining/holding all requirements listed below and that failure to 

comply may lead to termination of employment. These requirements must be maintained throughout the 

employment period. 

• Queensland Driver’s Licence / C Class 

• This position must hold a possession of, or willingness to obtain, a QLD Working with Children clearance (Blue 
Card). There may also be a requirement to obtain a National Police Check (AFP). 

Employee Acknowledgement 

I have received, reviewed, and fully understand the position description for this role. I further acknowledge that I am 

responsible for the satisfactory execution of the essential functions outlined therein, under any and all conditions as 

described. 

Employee Name:  

Date:  

Signature:  

 


