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       Classification Description

HELP DESK SPECIALIST 2
Department:
Information Technology





FLSA: Non-Exempt
Job Class #:  
123300







Represented: No
Pay Range:
0K07
Classification descriptions are intended to present a descriptive list of the range of duties performed by employees in this class and are not intended to reflect all duties performed within the job.
 

GENERAL FUNCTION
This is a professional technical position in the Pierce County Information Technology Department.  An employee in this classification is responsible for delivering, referring, coordinating and recording data processing assistance to internal and external clients of Pierce County Information Technology. Scope of assistance includes support of IBM and HP Hosts, Client/Server platforms, data communications, personal computers (IBM Compatible) and ancillary equipment (printers, tape drives, plotters) local area networks and County standard software products.  Work is performed with considerable latitude and use of independent judgement and is reviewed by the Communications Supervisor through progress reports and conferences.

ESSENTIAL JOB FUNCTIONS
Maintains knowledge of County-standard software products, Host operations, personal computers, data communications and local area network functions with the goal understanding and solving problems described by customers.

Maintains proficiency in the above disciplines to completely solve half of all calls received without referral.

Works in conjunction with the following personnel to identify and solve customer problems: Client Services, Hardware vendors, Host Technical Support, Computer Operations, Telecommunications.

Prepares and maintains detailed records of all calls for assistance both in written and computerized form.

Maintains communication with Information Technology clients, resource vendors, and Client Services representatives and other professionals within the Information Technology Department for the betterment of service delivery.

Provides assistance, direction, and training to other Help Desk support staff.

OTHER JOB FUNCTIONS
Performs other related duties as assigned.

KNOWLEDGE, SKILLS AND ABILITIES
Considerable knowledge of IBM compatible personal computer hardware, software and ancillary equipment.

Considerable knowledge of LAN products, use and concepts, eg; file servers, gateways, and routers.

Considerable knowledge of host hardware and software products and operational concepts and procedures, specifically, IBM and HP .

Knowledge of data communication equipment, specifically dial and dedicated modems, digital service units and device sharing equipment.

Ability to communicate effectively with I.S. Clients, Staff and Vendors at all levels (entry level to top management) both orally and in written form.

Ability to handle and maintain communication in a professional manner during stressful situations.

Ability to communicate with I.S. Clients so as not to discourage their interaction with the help desk and, therefore, not to hinder their workflow.

Ability to direct, assist, and train other Help Desk support staff.

Ability to meet traveling requirements of the position.

Ability to physically perform essential job functions.

RECRUITING REQUIREMENTS
Graduation from a four-year college or university with major course work in Computer Science, Data Processing, Business or Public Administration or related field and five or more years of experience in data processing, including three or more years in help desk service.  Additional education and experience may substitute for the recruiting requirements.
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