Job Description – Applications Specialist

MASH Trust is an innovative provider of health and disability support services based in Palmerston North, supporting 2,000+ people and whānau.
Our services are offered through day programmes, support within MASH homes, and support in the community. We operate throughout the lower North Island in Wellington, Kapi􀆟, Horowhenua, Manawatu, Whanganui, and Hawkes Bay.

 
MASH Trust Mission & Values 
 
Working together to achieve great lives. 
Values: Relationships • Communication • Mana • Opportunities • Believe • Fun  
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Reports to: 		IS & T Manager
Direct reports:		N/A 		
Delegations: 		N/A
Hours: 			80 per fortnight
Location: 		Palmerston North

Role Purpose  
The Applications Specialist is responsible for the administration, support, and continuous improvement of business applications. This role acts as a key liaison between business stakeholders, internal teams, and external vendors to ensure applications are stable, fit-for-purpose, and aligned with organisational needs.
The position supports the management of the applications lifecycle, including incident resolution, change management (minor, major, enhancements, and bug fixes), and vendor coordination.






Key Responsibilities
Application Administration & Support
· Maintain and support core business applications, ensuring availability, performance, and reliability.
· Monitor application health and proactively identify issues or improvement opportunities.
· Manage user access, configurations, and system settings.
· Troubleshoot and resolve application incidents and service requests.
Business as Usual Change & Release Management
· Coordinate and manage the end-to-end change lifecycle (minor changes, major releases, enhancements, and bug fixes).
· Work with stakeholders to gather, document, and prioritise requirements.
· Ensure appropriate testing (UAT, regression) is completed before deployment.
· Maintain change logs, documentation, and release notes.
· Support deployment activities and post-release validation.
Business Engagement
· Act as a key point of contact between business units and the IS & T Team for application-related matters.
· Translate business requirements into technical specifications or actionable tasks.
· Provide guidance to business users on system capabilities and best practices.
· Facilitate workshops, feedback sessions, and continuous improvement discussions.
Vendor Management
· Liaise with application vendors and service providers to resolve issues and deliver enhancements.
· Manage vendor support tickets and escalate where required.
· Coordinate upgrades, patches, and vendor-led changes.
· Ensure vendor deliverables meet agreed service levels and expectations.
Data & Integration Awareness
· Understand data flows between systems and ensure integrity across applications.
· Support integration points and troubleshoot data-related issues.
· Assist in maintaining data quality and consistency.
Documentation & Governance
· Maintain up-to-date system documentation, process flows, and support procedures.
· Ensure adherence to IS & T governance, security, and compliance standards.
· Contribute to knowledge bases and support materials.






Key Result Areas 

· High system availability and reliability.
· Timely resolution of incidents and service requests.
· Successful delivery of changes with minimal disruption.
· Positive stakeholder and vendor relationships.
· Continuous improvement in application performance and user satisfaction.

 Person Specification
Essential
· 5+ years’ experience supporting and administering business applications (e.g., CRM, ERP, Commercial of the shelf platforms).
· Familiarity and use of ticketing systems (e.g., Halo, ServiceNow, Jira)
· Strong understanding of change management and release processes.
· Ability to translate business needs into technical requirements.
· Experience working with third-party vendors and managing support relationships.
· Solid troubleshooting and problem-solving skills.
· Strong understanding of data flows, integrations, and system dependencies.
· Excellent communication and stakeholder management skills

Desirable
· Experience with ITIL or similar service management frameworks.
· Experienced in leading and or supporting the function of a Change Advisory Board. 
· Intermediate knowledge of system architectures, APIs, and systems integration tools.
· Experience in DevOps, Agile or hybrid delivery environments.
Key Attributes
· Strong attention to detail and organisational skills.
· Proactive and solution-oriented mindset.
· Ability to manage competing priorities and work under pressure.
· Collaborative approach with both technical and non-technical stakeholders.
Qualifications/Certifications
· Tertiary Degree or Diploma in Applied Information Systems.
· NZ Certificate in Information Technology (Levels 3-5).
· ITIL Foundation V 3/4 and/or ITIL Managing Professional.
· ICT Industry or vendor-based certifications.  
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