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	OFFICE OF STATE PERSONNEL

POSITION DESCRIPTION FORM



	

	Name of Employee
	Present Classification Title

	Vacant
	N/A - new position

	Present 15 Digit Position Number/Proposed Number
	Usual Working Title of Position

	4499-0000-0000-987
	Help Desk Technician

	Department, University, Commission, or Agency
	Institution & Division

	DHHS
	Division of  Helpful Services

	Street Address, City and County
	Section & Unit

	888 Ruggles Drive
	LAN Support

	Location of Workplace, Bldg. And Room Number
	Supervisor’s Position Title & Number

	Hoey Building
	IT Manager, 4499-0000-0001-234

	Name of Immediate Supervisor
	Work Hours (i.e. 8:00-5:00pm, etc.)

	John Smith
	8 a.m. to 5 p.m.

	Work Schedule (i.e. Mon-Fri, rotating shifts, etc.)
	

	Monday - Friday
	

	Primary Purpose of the Organizational Unit

	The LAN Support Unit is responsible for all internal networking operations and maintenance.  This involves ensuring that all Division of Helpful Services employees have the appropriate hardware and software to perform their jobs such as standard desktop applications and e-mail.  The LAN support unit ensures that the system and data are kept secure and that users are trained and kept informed concerning security issues.  The unit is responsible for back-up and recovery of the network.   The LAN Support group installs and configures any service applications required to meet the agency business needs and ensures those applications are secure.  In addition, this unit is responsible for planning and testing new technology. 

	%
	Description of Work: Describe the purpose of the job, and the major functions in which the employee participates or for which the employee is responsible.   In the small left-hand column, indicate the percent of time the employee spends in each functional element. The percentage amounts should add up to 100%.  In addition, please place an asterisk (*) next to each essential duty/function.

	
	

	
	

	
	

	
	Primary purpose:   Network Administration and troubleshooting.  Maintain user accounts for multiple networks, e-mail, and mainframe access.  Provide first-line technical support and troubleshooting for all aspects of the network including hardware, software, and user problems.

Administer all aspects of the desktop computing environment for internal users.  Assist in the development of procedures and policies that define acceptable and effective use of the desktop environment.  Troubleshoot issues that arise with the desktop environment and develop solutions or workarounds to those issues.  Assist in the development of desktop security procedures that comply with State policies.  Provide quality desktop support to end users, including support for hardware, printing, applications, and training.  Maintain the consistency of the desktop computers through upgrades, support, and new technology.  Set up and customize new or replacement computers.

Hardware (40%)

*Computer Hardware Setup:  Assist users with determining best location for computer setup; ensure connectivity to Local Area Network (LAN) and Internet; instructs users on proper log-on procedures.  Set up computer labs for special projects and classes.  Assist with set-up and removal of audio/visual equipment for meetings.

*Diagnosis:  Diagnose first-level desktop/laptop hardware problems by asking accurate and concise questions in a timely manner.  Troubleshoot issue as 1st and 2nd level support for problem recognition, research, resolution, and follow-up for desktop hardware and enterprise applications.

*Computer Repair:  Remove defective parts and replace with new parts, e.g., motherboards, hard drives, cd-roms.




	%
	Description of Work:  (continued)

	
	Software (25%)

*Ensure the standardization of desktop applications by installing a base image on all PC's in the organization.

*Automate updates for operating systems, desktop applications, anti-spyware, and anti-virus to ensure minimal user involvement.

Imagine Management (25%)

Maintain imaging standards.  Contribute to the effective deployment of computer software and patches using standard imaging equipment, software, and techniques:  specifically, Ghost, Zenworks, and Patchlink.

LAN Administration (10%)

*Assist with the creation and deletion of user accounts for Novell and Microsoft platforms.  Create e-mail and calendar accounts for new hires, change passwords, and unlock accounts.




	Competencies:  Knowledge, skills, abilities and attributes required in this position? What educational background is needed to perform these duties and responsibilities? What kind or work experience is needed?

	A working knowledge of computer hardware/software and peripherals is required.  Basic understanding of network and communication protocols.  Basic knowledge of troubleshooting techniques.  Ability to respond to basic client questions and describe problems to technical expert.

Education:

Graduation grom a technical school or college with formal training in microcomputers, local area networks, and microcomputer applications.

Experience:

One year in LAN Administration.


	License or Certification Required by Statute or Regulation: Is a license or certificate required?  What kind and type?

	n/a




	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	
	

	Employee’s Signature Title
	
	Date
	
	Supervisor’s Signature/Title
	
	Date


