DESKTOP
This position requires the incumbent maintain consistent and regular attendance; communicate effectively (orally and in writing if both are appropriate) in dealing with the public and/or other employees; develop and maintain knowledge and skills related to specific tasks, methodologies, materials, tools and equipment; complete assignments in a timely and efficient manner; and, adhere to departmental policies and procedures regarding attendance, leave, and conduct.
Job Summary
Under the general supervision of the [MANAGER/SUPERVISOR] the incumbent serves as a full journey level technical specialist providing technical software, hardware and network problem resolution to [Agency/Department] by  performing question/problem diagnosis and guiding users through step-by-step solutions in a call center environment; clearly communicate technical solutions in a user-friendly, professional manner; provide one-on-one end-user training as needed; assist Network Technicians; troubleshoot network printer problems; pass more complex end-user problems on to Network/Server Administrators; conduct hardware and software inventory database maintenance and reporting; and perform related work as required.   

Scope
The Help Desk Technician fields all Help Desk calls from [Agency/Department] user base and creates the initial record of the request; resolves all Level One end-user problems over the phone; passes all Level Two requests on to a Network/Server technician; and contacts third-party vendors for warranty service repair. 

The incumbent must have lead technical skills and experience with Microsoft Windows desktop operating systems, desktop and laptop components, networking and other related data processing skills. The incumbent should be able to work independently, possess written and verbal communication skills, and possess the ability to communicate effectively with [COWORKERS/TEAM/STAFF]. The incumbent must be familiar with [AGENCY/DEPARTMENT/PROGRAM] policies and procedures and have the ability to coordinate with [End users and TECHNICAL STAFF] for various network maintenance issues including software and security patches, changes to Active Directory information, and maintenance of email systems throughout the department. The incumbent must have the technical abilities to troubleshoot network and desktop issues in a timely manner and prepare clear and concise documentation for tracking, reporting and technical reference.
Desired Qualifications
(Note: these are suggestions for qualifications, customizable to your business environment)
· Microsoft Windows XP, Vista and Windows 7 Desktop Operating Systems
· Microsoft Office 2007/2007
· Remedy
· Basic Hardware repair and maintenance
· Principles and theories of network systems and management; Internet technologies and products; basic understanding of electrical safety procedures.
Education: 
· One year college level course work and MCP (Microsoft Certified Professional) or equivalent preferred. 
Experience: 
· One year providing end-user phone support for current PC desktop and application software OR one year installing, upgrading, troubleshooting and repairing personal computers in a network environment.

[bookmark: _GoBack]Description of Duties:  The duties listed below are not inclusive but characteristic of the type and level of work associated with this class. Individual positions may do all or some combination of the duties listed below as well as other related duties.
	Percent of time
	Essential Functions


	45%
	Identify, diagnose, and resolve Level One problems for users of mainframe, personal computer software and hardware, printers, smartphones in a call center environment. Communicates solutions to end-users. Delivers, tags, installs and configures end-user desktop/laptop and peripherals.

	35%
	Utilize desktop imaging systems to maintain current, patched and secure desktop images for deployment on Agency/Department workstations and laptops; install, configure and secure desktop software; configure network printers and multi-function devices; document Help Desk policies and procedures including installation procedures and maintain up to date software and hardware inventory lists. Ability to lift 50 lbs. Performs minor desktop hardware repair for PC computer equipment and peripherals that are not covered by third-party vendor maintenance agreements.


	15%
	Contacts vendors for timely repair of desktop computers, printers and peripherals covered by third party agreements. Helps install local area network cabling systems and equipment such as network interface cards, hubs and switches. 

	5%
	Other duties or projects as required.





