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	Job Title
	Application Support Analyst
	Department
	IT – Applications Team

	Reports To
	Applications Manager
	  Level 
	 
	Location
	Wakefield / Hybrid



Job Purpose - Overview
	Provide a brief, four-sentence description of the role, what success in the position looks like, and how it fits into the company or organization overall. Consider overall delivery, risk, decision making authority. 

	The Application Support Analyst is responsible for providing third-line support and technical expertise for key business applications across the Card Factory Group. Working within the Applications Team, the role acts as an escalation point for complex application incidents and problems, leading root cause analysis and coordinating resolution activities with internal IT teams, business stakeholders, and third-party suppliers. The role is also responsible for delivering application changes, enhancements, and releases in line with agreed roadmaps and governance processes, ensuring that application availability, performance, capacity, and security standards are maintained.
Success is measured through the delivery of robust support, reduced service disruption, effective change implementation, and the ongoing optimisation of business-critical applications.




Key Accountabilities
	Outline the types of accountabilities that are attributable to the role. Provide a concise bullet point list of the responsibilities and duties of this job (no more than 8). List the essential duties required to carry out this job and in order of importance. Use complete sentences. Start sentences with verbs. Use the present tense. Use gender neutral language

	The Application Support Analyst will be responsible for:
· Provide 3rd line support for business-critical applications, ensuring incidents, service requests, and problems are resolved within agreed service levels and minimising business disruption.
· Investigate complex application issues, undertake root cause analysis, and implement permanent solutions to prevent recurrence and improve service stability.
· Maintain the availability, performance, capacity, security, and resilience of supported applications, working closely with infrastructure, security, and service teams.
· Deliver application changes, upgrades, releases, and configuration updates in accordance with agreed governance, change management processes, and application roadmaps.
· Collaborate with business stakeholders, third-party suppliers, and internal IT teams to support operational requirements, continuous improvement initiatives, and project delivery.
· Provide technical expertise, guidance, and knowledge transfer to Service Desk, IT colleagues, and business users, promoting best practice and improving application adoption.
· Create and maintain accurate technical documentation, including application configurations, integrations, support procedures, and change records, ensuring information remains current and accessible.
· Identify and implement opportunities to improve application performance, operational processes, automation, cloud adoption, and support efficiency while reducing risk and manual effort.
· Participate in the on-call support rota and provide out-of-hours support for high-priority incidents to ensure continuity of critical business services.





	Stakeholder Relationships

	Outline who key stakeholders are, whether internal and / or external, whether interfaces are transactional or how much relationship management is needed. Level of influencing/gravitas.

	
The Application Support Analyst reports to the Application Manager and works closely with IT teams, business stakeholders, and third-party support partners. The role requires the ability to build effective relationships across the organisation, typically up to management level, to support operational delivery, application improvements, and change initiatives. The post holder must be able to influence decision-making through technical expertise, communicate effectively with both technical and non-technical audiences, and manage supplier relationships to ensure service expectations are met.



	
Qualifications, Skills, Experience, Attributes Required

	Provide a bullet point list of job functional knowledge (technical/subject-matter/professional expertise), business knowledge, problem-solving and interpersonal skills and experience required for the satisfactory performance of the job e.g. education level, experience, specific skills, personal characteristics, certifications, licenses. 

	Qualifications & Certifications
      Essential
· Degree, HND, or equivalent qualification in Information Technology, Computer Science, or a related field, or equivalent practical experience.
      Desirable
· ITIL Foundation certification or equivalent IT Service Management qualification. 
· Microsoft Azure, SQL Server, or other relevant vendor certifications. 
· Relevant certifications relating to supported business applications or integration technologies.
Essential Experience & Knowledge
· Proven experience in a 3rd Line Application Support Analyst, Application Analyst, Technical Analyst, or similar role supporting business-critical applications.
· Strong understanding of IT Service Management (ITSM) principles, including Incident, Problem, Change, and Release Management processes.
· Experience investigating, troubleshooting, and resolving complex application-related issues within enterprise environments.
· Experience supporting and coordinating the resolution of major incidents affecting business-critical applications, ensuring timely restoration of service and effective stakeholder communication.
· Experience with application analysis, configuration, testing, and production support.
· Strong understanding of database technologies, including Microsoft SQL Server (MSSQL), with the ability to create, analyse, optimise, and troubleshoot SQL queries.
· Experience supporting application integrations, APIs, interfaces, and data flows between business systems.
· Experience producing and maintaining support documentation, knowledge articles, and operational procedures.
· Experience working with third-party suppliers and support partners to resolve incidents and deliver service improvements.
· Understanding of application security, resilience, availability, and business continuity principles.
· Experience using Service Management platforms such as Halo, JIRA Service Management, Atlassian Confluence, or equivalent ITSM tooling.
Technical Skills
· Strong analytical and problem-solving skills with the ability to perform root cause analysis and implement sustainable solutions.
· Knowledge of application lifecycle management, including upgrades, deployments, testing, and release activities.
· Ability to assess technical risks and recommend appropriate mitigation actions.
· Ability to plan, coordinate, prioritise, and deliver multiple technical activities concurrently.
· Understanding of cloud technologies and services, preferably Microsoft Azure.
· Experience supporting enterprise business systems and integration platforms, including: 
· SAP S/4HANA and Microsoft Dynamics AX (2009/2012)
· Integration and data transformation technologies such as Boomi, SSIS, and EDI
· E-commerce platforms such as Salesforce Commerce Cloud
· Microsoft Azure services
Communication & Interpersonal Skills
· Excellent communication skills, with the ability to translate technical concepts for non-technical audiences.
· Strong stakeholder management skills, with the ability to build effective relationships across business, IT, and supplier teams.
· Customer-focused approach, with a commitment to delivering high-quality support and service.
· Strong documentation, knowledge-sharing, and process improvement skills.
· Ability to influence, collaborate, and effectively challenge where required.
Personal Attributes
· Proactive, self-motivated, and accountable, with a strong sense of ownership.
· Highly organised, with the ability to manage competing priorities and deadlines.
· Adaptable and resilient, with the ability to perform effectively in a fast-paced environment.
· Detail-oriented with a structured and methodical approach to problem solving.
· Committed to continuous improvement, learning, and the adoption of best practices.
Desirable Experience
· Experience supporting HRIS platforms such as Access PeopleHR, Access PeopleXD, or similar solutions.
· Experience within a retail, e-commerce, or multi-site business environment.
· Experience supporting ERP, Finance, HR, Supply Chain, Warehouse Management, Retail, or eCommerce applications.
· Experience supporting cloud-first and SaaS-based application ecosystems.
· Exposure to automation technologies, API-led integrations, and modern cloud architectures.



	For line manager roles only

	Total team size
	NA
	Direct/Indirect reports
	NA


	Budget responsibility
	No
	Capital/Revenue Responsibility
	No


Role Metrics
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quality and value for alllife’s moments




