Clark County, Washington



TECHNICAL SUPPORT SPECIALIST 1 & 2
Perform specialized technical support for client personal computers, local area networks and other computer-related equipment via telephone and email, at a workstation and/or in a Service Desk environment.    Provide troubleshooting and general computer support for clients.   
CLASSIFICATION DISTINCTIONS

The Technical Support Specialist I is considered the fully-qualified classification within the Technical Support Specialist job family that provides computer operation support.  Technical Support Specialist II incumbents typically provide client support in a desktop PC environment in a Service Desk capacity.

The Technical Support Specialist II is distinguished from the Technical Support Specialist III in that incumbents assigned to the III level classification perform work at the advanced level, focusing on a full range of complex and technical client support. 
KEY OR TYPICAL TASKS AND RESPONSIBILITIES

· Provide technical support to clients in support of their daily business functions.

· Provide support to the Network group.  Install and configure new software, remove software.  Work with client account security including adding, changing, or removing accounts. 
· Assist in file restores as directed by staff and clients.  Identify what media will be needed for restore.

· Troubleshoot and correct system problems.  Identify source of hardware or software problems and take appropriate corrective action.  Consult with higher level Specialists in resolving complex hardware or software problems.
· Maintain and update Operator/Service Desk database and documentation as new policies and procedures are developed. 

· Participate as a team member on Information Technology projects.

· Set up clients with login accounts, e-mail, security access to software applications and other duties as required.  Verify data access requests for approval.  Ensure system is secure from unauthorized computer access.

· Provide network printer management.  Manipulate print jobs in the printer queue, abort or cancel jobs as needed or requested.  Re-enable printers as needed.

· Assist in developing scripts to automate tasks.  Run tests and debug to ensure system runs correctly.

· Participate in delivery of client training.

· Monitor server room environment, report any alarms or changes.
· Provide data control set up and verification on a daily basis.
· Provide main frame computer operation to complete nightly processing.
· Perform other related duties as assigned.

QUALIFICATIONS

Education and Experience vary by level as follows and include the requirement for specialized training, education and/or experience within the assigned area:

Level I: Graduation from high school or equivalent with college-level course work in computer operations or related field.  Minimum one year experience in computer operations and/or end-user personal computing environments required.
Level II: Associates degree in information technology systems or related field.  Minimum two years experience in end-user personal computing environments required.
or
Any combination of training, education, and experience that would provide the required knowledge, skills, and abilities will be considered qualifying.

Knowledge of: current principles of information technology systems; principles and techniques of systems programming and programming documentation; systems and applications software including work processing, spreadsheet, file/disk management, and memory management software products; data transfer utilities applications; PC hardware configurations, including storage devices, printers, graphics, communications, and related software; operational characteristics of computer equipment and peripherals; methods and procedures of software design, development, and maintenance; applicable programming languages; various computer operating systems and network operating systems.

Ability to: analyze technical problems and provide logical and effective solutions; read, interpret, and apply technical information from various resources; communicate clearly and concisely, both orally and in writing; establish and maintain effective working relationships with those contacted in the course of work; successfully pass a comprehensive background check.

WORK ENVIRONMENT AND PHYSICAL DEMANDS

Incumbents typically work within a workstation environment working closely with other Technical Support specialists.  Much of the client contact is via phone. Incumbents must communicate on the phone, and via email.  Incumbents must have the ability to read and interpret information from written sources and on the computer; retrieving information from the computer requires repetitive motions of the hand and wrist.  Incumbents may spend a significant amount of time sitting at a desk and workstation.  Work requires the ability to bend, crawl, climb, stoop, and drive to offsite storage sites. Incumbents must be able to lift or move PCs, and peripheral equipment which may weigh up to 50 pounds. 
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