
Organisations increasingly rely on computer and 
communications systems in all areas of their operations and 
decision-making processes. It is therefore crucial to ensure 
the optimal performance and maintenance of systems. An 
Information Communication Technician (ICT) is critical to 
achieving this.

The broad purpose of the ICT occupation is to deliver efficient 
operation and control of the IT and/or Telecommunications 
infrastructure (comprising physical or virtual hardware, 
software, network services and data storage) either on-
premises or to end-users provisioned as cloud services that 
is required to deliver and support the information systems 
needs of an organisation. 

In their daily work, an employee in this occupation interacts 
with a wide variety of internal or external users of digital 
systems, through digital channels, remotely and/or face to 
face.

The Support Technician role is desk based resolving system 
user queries and resolving faults in a helpdesk environment. 
For example, a Support Technician in a Travel Agent would 
use a system to manage their customer bookings and when 
the system fails it needs rectifying rapidly in order to reduce 
the financial impact and damage to customer reputation. The 
business would contact a Support Technician to report the 
problem and either get it fixed or escalated to an engineer.

DURATION

The apprenticeship will
typically take 22 months to 
complete.

LEVEL
This apprenticeship standard 
is at Level 3.

QUALIFICATIONS

Where an information 
communications technician 
has not already achieved Level 
2 English and Maths, they 
must do so before taking the 
end-point assessment.

PROFESSIONAL 
RECOGNITION

This standard aligns with 
the following professional 
recognition:
- RITTech for 3

Level 3 Information Communications 
Technician (Support Technician)



| On Programme Learning

To achieve the Information Communication Technician Apprenticeship Standard apprentices are 
required to complete successfully:

• the on-programme period of training and development, including achieving the required Maths and
English qualifications
• the end-point assessment (EPA)
On-programme learning will increase skills, knowledge and behaviours in the following areas:

The Support Technician Apprentice will also be required to:
• Install and configure relevant software and hardware as appropriate
• Address IT issues by prioritising in response to customer service level agreements
• Administer security access requirements and permissions for stakeholders escalating as necessary 
for example password resets

• Support the roll out of upgrades or new systems or applications

The end-point assessment for the Information Communication Technician Apprenticeship Standard 
consists of the following two assessment components:
• Professional discussion underpinned by portfolio - 60 minutes
• Project report with questioning - report to be created in advance of questioning. Questioning 
consists of a minimum of 5 questions lasting for a minimum of 30 minutes.

| Off-the-Job Training

Apprenticeships are about upskilling an individual. Reaching occupational competency takes time.
Many employers and apprentices have praised the positive effect off-the-job training has on their
productivity and apprentices feel valued by the significant investment in their training. You may
already have existing training programmes or materials you can use to deliver elements of the
apprentice’s off-the-job training. Off the job learning at HBTC may include sessions at the training
centre, with follow up tasks being assigned in the workplace, time for assignments and research and 
specific training within the workplace. All off the job training must be relevant to the Apprenticeship
Standard being undertaken. This will be agreed before the learner commences the programme and
a flexible approach will be taken to meet learner and employer needs.

SKILLS

• Customer communication
• Fault finding and 

rectification
• Operate securely
• Interpersonal skills
• Prioritise
• Escalation
• Document completion
• Resolve customer 

requirements
• Health and safety

KNOWLEDGE

• Back up and storage
• Technical documentation
• Troublehooting and fault 

finding
• Basic network addressing
• Cloud based services
• Virtual networks
• Diversity
• Security
• Physical networks
• Legislation

BEHAVIOURS

• Professionalism
• Personal qualities
• Managing performance
• Adaptability
• Responsibility
• Communicate technical and 

non-technical information

For more information please contact us on

01482 211714
info@hbtc.co.uk
www.hbtc.co.uk


