Y SCHOOL DISTRICT

Position Title: Technician Level 2 - IT Help Desk PCN:
Department/School: Information Technology Customer Support Location/ [3999 Bridge View Dr
’ Address:
Reports to(Title IT Support Manager Work 7:00 3:30
. - am to < pm
only): Hours

Salary/Position

Category: ] Non-Certified Administrator ~ [] Certified Administrator ~ [=] Non-Exempt Hourly ~ [] Teacher

Position type/ Grade B23|

iti 240
(to be completed by Position #

HR) of days
Travel Required FLSA ] Exempt
Status [=] Non-exempt

Job Description

JOB PURPOSE/REASON:

The responsibilities for this position include diagnosis and resolution of advanced technical issues, including account, application,
software and system support for all staff, board members and guests. Another primary function is to specialize in specific support
areas for the district’s technology needs and provide escalation paths for the Help Desk for those areas. Also to utilize applications
with greater permission levels and risk levels to improve first level resolution.

REQUIRED QUALIFICATIONS:
EDUCATION: [=] High School Diploma or Equivalent  [] Associate’s Degree [ ] Bachelor’s Degree
[ ] Master’s Degree [ ] Other

EXPERIENCE & TRAINING:

Position Minimum Requires:

« 2+ years of experience working within an IT technical environment for an Education Organization and a High School Diploma or
Equivalent.

« 1+ years of experience with telephone support

« Strong sense of discretion and confidentiality required.
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LICENSING/CERTIFICATION:

« Valid Driver’s License with satisfactory driving record.

OTHER SKILLS/REQUIREMENTS:

« Self-motivated achiever who is committed to quality customer service.

» Help Desk Experience required — able to quickly and remotely, resolve problems under pressure

« Strong analytical and troubleshooting skills with a high degree of initiative, mature judgment, and discretion.
« Strong ability to multi-task, manage and appropriately prioritize multiple tasks

* Must possess effective verbal and written communication skills

« Ability to communicate technical information to non-technical users.

PREFERRED QUALIFICATIONS:
« CompTIA A+ certification plus, CompTIA Network+ certification or an equivalent certification.

« Working knowledge of how devices work in a Microsoft Active Directory environment.
» Experience working with device management systems such as JAMF, Google Console, SCCM

SUPERVISION RESPONSIBILITY (IF APPLICABLE):

Direct Reports: 0 # of non-exempt/classified 0 # of exempt/administrators/teachers
Indirect Reports: 0 # of non-exempt/classified 0__# of exempt/administrators/teachers

PRIMARY POSITION RESPONSIBILITIES:

* To provide direct technical support for more advanced issues for all users;

« Specialization in specific support areas for the district's technology needs and provide escalation paths for the Help Desk for those

areas;

* Collaborate with other CCSD Technology staff and District leaders;

* Develop support documentation for the assigned application/hardware specialization;

» Communicate with CCSD personnel and IT staff via email, telephone and through work order system in a professional manner with
timely and accurate information;

» Monitor their respective ticket queue and handle tickets to ensure incidents and service requests are addressed in a timely manner,
meeting established metrics and SLAs.
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PRIMARY POSITION RESPONSIBILITIES, CONTINUED:

SECONDARY POSITION RESPONSIBILITIES

» Review current developments, literature and technical sources of information related to position.

« Identify learning opportunities and improvements.

* Provide feedback regarding technical issues to the appropriate staff member.

* Follow established safety measures

* Must be able to process calls expeditiously

« Utilize IT ticketing system, provide support with documentation including FAQ's, instructions, procedures, and knowledge-based
articles.

* Provide updates, status and completion information to supervisor after the completion of training of new Help Desk Technicians
* Use reason, logic and IT skills to prioritize and solves technology problems in an expeditious manner.

« Perform all other duties as assigned by the Supervisor.

» Monitor their respective ticket queue and handle tickets to ensure incidents and service requests are addressed in a timely manner,
meeting established metrics and SLAs

PHYSICAL/MENTAL REQUIREMENTS:

« Dexterity of hands and fingers to operate a computer keyboard, mouse and to handle other components.
« High degree of stress at times.

* Ability to manage deadlines and work independently.

« Strong sense of discretion and confidentiality required.

NOTE: The above is intended to describe the general content of and requirements for the performance of this job. It is not to be
construed as an exhaustive statement of essential functions, responsibilities or requirements. This job description must not be
misconstrued as a promise of employment, nor deemed as an employment contract.

Department Head Judith Wyndham Date 07.02.2021
Associate/Chief/Executive Date

Director

Superintendent (if applicable) Date

Human Resources Date
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