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Help Desk Technician (PT)

	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:	
	5/17/2011


GENERAL STATEMENT OF JOB

The part-time Information Technology (IT) Help Desk Technician is responsible for first tier technical support of computers and telephones for all City employees, elected officials, appointed officials, and, in some cases, partners and citizens. Additional support tasks will include second tier help desk coverage, network printer/copier maintenance, desktop printer maintenance, network support, and resolution of other technical issues as needed. 

The position requires a high level of problem solving ability and initiative, and the employee will be expected to utilize independent discretion and judgment within established values, policies, and procedures of the organization. This position will work directly with technology users and be expected to exercise interpersonal communication skills, as well as troubleshooting skills. This includes receiving, prioritizing, documenting, and actively resolving end user help requests. The hours for this position may vary due to schedule and coverage requirements; however, this position is a part-time position.

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.  

Primary responsibility of the position is user support and customer service via multiple channels, requiring the technician to ensure problems are promptly addressed, documented, rectified, and followed-up on as needed;
Executes day to day Help Desk functions in a timely manner, utilizing the help desk system for task management, tracking, and reporting; 
Participates in the preparation of reports using a variety of logs, ledgers, and supporting systems;
Regularly completes inventories of hardware and software;
Works with vendors to purchase supplies and equipment as directed;
Manages purchase records and follows the purchasing policies of the City;
Re-installs and cleans of all computers;
Assists with service and repair calls pertaining to network copiers, desktop printers, and the phone system;  
Serves as email system administrator by troubleshooting email issues and completes setup, change, and termination requests in a timely manner;
Provides support of peripherals, including monitors, cell phones, scanners, battery backups, and network devices;
Identifies frequent problem causes and relates them to the appropriate system or network administration for resolution;
Documents proper resolution procedures and ensures that all work is in compliance with technical specifications;
Utilizes available technical research resources (vendor support, knowledge bases, etc.) and escalates situations to the next level of technical support when necessary;
Coordinates small technology projects, including communication with all involved parties;
Integrates new workstations, disposes of obsolete workstations, and manages technical assets;
Reviews and ascertains virus warnings and cleans infected systems;
Is familiar with all IT policies, services, and staff responsibilities;
Enforces all IT policies and stays up to date on changes and updates to the City’s technology systems;
Provides informal training to technology users as necessary and participates in the delivery of formal training when the need exists;
Performs content updates to the city website and maintains accurate and timely resources for maintenance of the site;
Responsible for setting up Council Chambers and conference rooms for meetings; 
Other duties as assigned.

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

Knowledge
General principles of computers and computer processing procedures;
Modern office practices, procedures, and equipment;
Personal computer operation and software applications.

Skills 
Work requires continual attention to detail, establishing priorities, and meeting deadlines; 
Demonstrates basic skills in operating a computer keyboard, mouse, and peripheral instruments. Demonstrates an ability to use a broad range of job-related software such as e-mail and database management applications. 

Abilities 
Ability to identify and resolve technical problems in PC workstation hardware, operating systems, printers, system software, networks, and Microsoft Office;
Ability to install, configure, manage and support software products; 
Ability to troubleshoot problems with electronic mail systems;
Ability to succinctly document processes and to follow existing documents describing specifications and processes;
Ability to effectively manage time in an environment with competing simultaneous demands;
Ability to handle a constantly changing flow of traffic in terms of customer requests; remain productive during slow times, be able to multitask effectively during busy times, exercise patience and professionalism during all situations;
Ability to effectively communicate with (verbally and in writing) and establish good working relationships with coworkers, public officials, citizens, and partners;
Ability to explain the rationale of technical policies, rules, and procedures to technology consumers and to expand the awareness of problems that may exist without compliance from consumers; 
Ability to be punctual during required working hours.

MINIMUM EDUCATION, TRAINING AND EXPERIENCE

One (1) year of relevant experience and an Associate’s Degree in Computer Science, Information Technology, or a related field are required.  Equivalent schooling within a Bachelor’s program or relevant work experience may be considered in place of an Associate’s Degree.  

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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