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Help Desk Technician

	Department:
	Office of Technology & Innovation	
	Reports To:
	IT Manager
	Division:
	Information Technology	
	FLSA Status:
	Non-Exempt
	Pay Grade/Range:
	Click here to enter text.	
	Revision Date:	
	10/17/2011


GENERAL STATEMENT OF JOB

Under general supervision, to serve as a source of information and referral utilizing quick recognition and offering possible resolution of problems with Information Systems products and service; serve as a communication bridge between end users and Information System personnel, schedule maintenance calls; and to do related work as required. This position consists of administrative and technical work in providing first tier assistance to the City’s end users in all related help desk issues and performing in a backup capacity for the IT Support Technician(s) on certain PC related user problems.

Strengths are the unique combination of talents, knowledge, and skills that every person possesses. People use these innate traits and abilities in their daily lives to complete their work, to relate with others, and to achieve their goals. But most people don’t know what their strengths are or have the opportunity to use them to their advantage. At the City of Centennial you will have an opportunity to find out what your strengths are, using StrengthsFinder, and work in a culture of engagement, measured by the Gallup Q12©,  and do what you do best every day.

ESSENTIAL DUTIES
The following statements are illustrative of the essential duties of the job and do not include other nonessential or peripheral duties that may be required. The City of Centennial retains the right to modify or change the essential and additional functions of the job at any time.  

Respond to users’ inquiries regarding online systems and personal computer related techniques. 
Responsible for the operation of the computerized Help Desk System (HDS); maintain the timely, accurate, and professional responses to help tickets; prioritize and assign call tickets for self and IT staff.
Respond to inquiries and requests for assistance with the organization’s computer systems or PC’s; identify problems, troubleshoot and provide advice to assist users; work with all City departments to get solutions implemented; coordinate with other IT areas to resolve problems if necessary; strive to support all City IT systems.
Utilize computer equipment, word processing and file maintenance programs to index, store, retrieve information; sort/prepare paper documents for reports; use e-mail for interdepartmental correspondence; maintain operational readiness of computer equipment to include disassemble/reassemble of equipment and trouble shooting minimal hardware/software problems related to the system.
Perform system back-ups and maintain operational readiness of equipment; work as an assistant to the IT Support staff for software suite and basic PC system operations related problems.
Responsible for staying abreast of current IT trends in order to allow the City to provide the services which users require and should expect.
Interview customers over the phone with multiple types of system/applications errors following specific guidelines on call processing, prioritizing, and escalation procedures..
Ensure that problems are promptly addressed, documented, and rectified accurately and on time with the proper follow-up and customer service.
Provide first line Helpdesk telephone support.
Participate in the preparation of reports using a variety of logs, ledgers, and supporting documents.
Assist in the implementation of new programs and procedures.
Serve as e-mail system administrator.
Review and ascertain virus warnings; check for hoaxes before communicating with Supervisor and City staff.

The duties listed above are intended only as illustrations of the various types of work that may be performed.  The omission of specific statements of duties does not exclude them from the position if the work is similar, related or a logical assignment connected to the position.

KNOWLEDGE, SKILLS AND ABILITIES

Modern office practices, procedures, and equipment.
Personal computer operation and software applications.
Operational uses and capabilities of major data processing equipment.
Record keeping and clerical accounting principles and practices.
General principles of computers and computer processing procedures.
English usage and basic math.
Records storage and handling techniques.
Operate a micro or mini computer, personal computer, calculator, typewriter, and other office equipment.
Communicate clearly and concisely, orally and in writing.
Effectively manage multiple projects simultaneously.
Handle confidential information with discretion.
Maintain accurate records and files.
Understand and follow oral and written instructions, flow charts, and documentation.
Perform arithmetic computations and maintain records and files.
Develop an understanding of the assigned work and identify routine inconsistencies and/or errors in the data quality.
Plan, organize, and assign the input and output data for the centralized computer system.
Identify problems, recommend, and implement an effective course of action.

Knowledge – Thorough knowledge of technical support functions; working knowledge of PC hardware, Office software and Windows operating systems, both Client and Server portions.

Skills - To apply the knowledge required to perform the essential duties and responsibilities of the position; strong customer service skills required; strong troubleshooting skills required.

Abilities – Work from broad direction with limited supervision; install, configure, maintain and troubleshoot PC hardware and software; use equipment in a safe an responsible manner; organize tasks and working environment to maximize efficiency; focus attention on tasks which may be complex, routine, or repetitive, without losing concentration or becoming distracted by external activities; adapt to interruptions, equipment failures, unusual demands, or changing priorities; read, understand and apply technical manuals, complex analytical methods, and research reports; effectively interact and communicate with individuals; act with tact, good judgment and discretion; maintain the confidentiality of matters, as appropriate; perform physically demanding work.

MINIMUM EDUCATION, TRAINING AND EXPERIENCE

Equivalent to the completion of the twelfth grade, preferably including or supplemented by courses in bookkeeping, accounting, computer science, and/or data processing. Three years of experience in the performance of data quality assurance, financial, or accounting operations.

Training – High School diploma or equivalent; interest in computer science, information systems, business or related field

Experience - Minimum of one (1) year experience in microcomputer based software and hardware troubleshooting and repair 

Or any equivalent combination of training and experience that provides evidence that the applicant possesses the required knowledge, skills and abilities.

REQUIREMENTS TO PERFORM ESSENTIAL JOB FUNCTIONS

Must be able to perform the essential functions of this job, with or without accommodation. 

Physical Demands
The person in this position must be able to remain in a stationary position 50% of the time; needs to occasionally move about inside the office to access file cabinets, office machinery, etc. Occasionally moves office equipment weighing up to 30 pounds. The person in this position frequently communicates with Council members, staff, vendors, and residents; must be able to exchange accurate information in these situations. Must be able to identify Council members, staff, vendors, and residents, as applicable. Must be able to observe, assess, record, and interpret information. 

Work Environment
Work is performed primarily in an office setting with in-person and telephone contacts and may involve frequent interruptions. Work may require attendance at evening and/or weekend meetings.  

Equipment Used/Required
Frequently operates a computer and other office productivity machinery, such as a calculator, copy/fax machine, and computer printer.

EXPECTATION OF ALL EMPLOYEES
[bookmark: _GoBack]Support the City’s mission and values. 

Mission – The City of Centennial is dedicated to providing a high quality of life, delivering superior customer service and achieving the highest professional standards. We strive to uphold our Mission by adhering to our organizational values.  

Values – How We Govern 
Efficient, Effective, Responsive, Accountable, and Innovative 

Values – How We Treat Each Other 
Respect, Integrity, Partnership, Trust, and Personal & Professional Development 



The job description does not constitute an employment agreement between the employer and employee and is subject to change by the employer as the needs of the employer and requirements of the job change.


The City of Centennial is an Equal Opportunity Employer
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