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CLASSIFICATION TITLE:  HELP DESK TECHNICIAN
CLASSIFICATION NUMBER:  HB 1630
GENERAL DESCRIPTION OF DUTIES
Under general supervision, the purpose of the classification is to answer telephone calls to Help Desk and provide technical assistance/support to users.  Employees in this classification perform technical work.  Classification is responsible for assisting callers/users with computer or network problems, troubleshooting/configuring computers/printers, and assisting with setup, maintenance, and administration of network file servers.  Performs related work as directed.
SPECIFIC DUTIES AND RESPONSIBILITIES
EXAMPLES OF ESSENTIAL FUNCTIONS
The list of essential functions, as outlined herein, is intended to be representative of the tasks performed within this classification.  It is not necessarily descriptive of any one position in the class.  The omission of an essential function does not preclude management from assigning duties not listed herein if such functions are a logical assignment to the position.
Answers telephone calls to Help Desk serving the college community (i.e. – logs incoming calls and records work activities in computer database; generates work requests; provides telephone and site support for users; troubleshoots problems involving software programs; analyzes user problems and implements solutions; advises users on personal computer related matters).

Provides technical assistance to computer users (i.e. – installs/configures software and operating systems at sites; installs, configures or sets up computer systems, printers and related hardware; sets up e-mail and Internet capabilities; installs and configures network file servers; makes/runs network cables; administers network file servers; checks systems for computer viruses and removes viruses; sets up dial-in capability on faculty/staff personal computers).

Performs administrative tasks associated with department activities (i.e. – recommends hardware, software and networking system purchases; initiates orders for computer equipment, parts, tools, or supplies; prepares logs, purchase orders, reports, forms, and general correspondence; receives or refers to computer texts, manuals, and reference materials).

Operates computers and utilizes computer operating systems, word processing, spreadsheet, database, networking, utilities, Internet, e-mail, or other software programs.

Interacts with various agencies/individuals (i.e. – attends meetings; communicates with supervisor, employees, other departments, students, faculty members, volunteers, consultants, vendors, the public, outside agencies, and other individuals to coordinate activities, review status of work, exchange information, or resolve problems).

Coordinates work of volunteers or other workers (i.e. – provides instruction in performance of duties according to established standards; prioritizes, assigns, reviews, and coordinates work; assists with complex or problem situations and provides direction).

Maintains professional knowledge in applicable areas (i.e. – maintains a working knowledge of assigned area; researches new technologies, products, methods, trends, and advances in the profession; reads professional literature; attends conferences, workshops, and training sessions).

MARGINAL FUNCTIONS
While the following tasks are necessary for the work of the unit, they are not an essential part of the purpose of this position and may also be performed by other unit members.

Performs miscellaneous tasks (i.e. – transports equipment on campus; unpacks and sets up computers and monitors; moves office furniture; contacts computer/software representatives for support; secures/locks office and sets alarm systems).
Performs related duties as directed.

MINIMUM TRAINING AND EXPERIENCE
Associate’s degree with training emphasis in Computer Science, Information Technology, Network Administration or closely related field; with two (2) years experience and/or training involving computer operations, hardware/software troubleshooting, and network system administration; or an equivalent combination of education, training, and experience.
SPECIAL REQUIREMENTS
Must possess and maintain valid Certified Novell Administrator certification.
PERFORMANCE APTITUDES
Data Utilization:  Requires the ability to review, classify, categorize, prioritize, and/or analyze data.  Includes exercising discretion in determining data classification, and in referencing such analysis to established standards for the purpose of recognizing actual or probable interactive effects and relationships.
Human Interaction:  Requires the ability to provide guidance, assistance, and/or interpretation to others regarding the application of procedures and standards to specific situations.

Equipment, Machinery, Tools, and Materials Utilization:  Requires the ability to operate and control the actions of equipment, machinery, tools and/or materials requiring complex and rapid adjustments.

Verbal Aptitude:  Requires the ability to utilize a wide variety of reference, descriptive, advisory and/or design data and information.

Mathematical Aptitude:  Requires the ability to perform addition, subtraction, multiplication and division; ability to calculate decimals and percentages; may include ability to perform mathematical operations involving basic algebraic principles and formulas, and basic geometric principles and calculations.
Functional Reasoning:  Requires the ability to apply principles of influence systems, such as motivation, incentive, and leadership, and to exercise independent judgment to apply facts and principles for developing approaches and techniques to resolve problems.

Situational Reasoning:  Requires the ability to exercise judgment, decisiveness and creativity in situations involving evaluation of information against measurable or verifiable criteria.

ADA COMPLIANCE

Physical Ability:  Tasks require the ability to exert very moderate physical effort in light work, typically involving some combination of stooping, kneeling, crouching and crawling, and which may involve some lifting, carrying, pushing, and/or pulling of objects and materials of moderate weight.
Sensory Requirements:  Some tasks require the ability to perceive and discriminate colors or shades of colors, sounds, and visual cues or signals.  Some tasks require the ability to communicate orally.

Environmental Factors:  Essential functions are regularly performed without exposure to adverse environmental conditions.

The Massachusetts Board of Higher Education – Massachusetts Community College is an Equal Opportunity Employer.  In compliance with the Americans with Disabilities Act, The Massachusetts Board of Higher Education – Massachusetts Community College will provide reasonable accommodations to qualified individuals with disabilities and encourages both prospective and current employees to discuss potential accommodations with the employer.
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