STATE OF NEBRASKA
CLASS CODE:
A07062

CLASS SPECIFICATION
SALARY GRADE:
354

EST:  02/99 - REV:  03/03
OVERTIME STATUS:
N

INFORMATION TECHNOLOGY HELP DESK COORDINATOR/SENIOR

DESCRIPTION:  Under limited supervision, coordinates the resolution of information technology problems and user requirements.  This work included diagnosis of hardware, software, and telecommunications problems and assisting the user in resolving the problem; performs related work as required.
DISTINGUISHING CHARACTERISTICS:  This is the second level in a series of three classes.  This is a full performance class where incumbents mentor lower level help desk staff and work independently to analyze and resolve complex/technical information technology problems.
EXAMPLES OF WORK:  (A position may not be assigned all the duties listed nor do the listed examples include all the duties that may be assigned.)

General Duties:

· Receives users requests for technical assistance

· Documents user requests
· Performs initial analysis of users request

· Analyzes request and determines course of action

· Instructs user on problem resolution

· Promotes issue to technical specialists

· Assures problem resolution

Technical Duties:
· Analyzes and diagnoses hardware and software problems

· Resolves problems 
· Re-boots or performs IPLs (initial program load) hardware or contacts appropriate staff to perform the re-boot or IPL

· Requests changes in network hardware and cabling configuration

· Resets passwords

· Clears printer files and queues

· Handles printer assignments

· Works with DAS-Information Management Services help desk staff

Leadership Duties:

· Provides mentoring and work guidance to other help desk staff

· Coordinates work efforts and work schedules of Help Desk Coordinators or other Information technology staff
FULL PERFORMANCE KNOWLEDGE, SKILLS AND ABILITIES REQUIRED:  (These may be acquired on the job and are needed to perform the work assigned.)
Skill in:  evaluating the feasibility of adapting new methods to enhance customer satisfaction.

Ability to: evaluate the impact of technological change; define post-implementation support requirements.

Information Technology Help Desk Coordinator/Senior (continued)
ENTRY PERFORMANCE KNOWLEDGE, SKILLS AND ABILITIES REQUIRED:  (Applicants will be screened for possession of these through written, oral, performance and/or other evaluation methods.)

Knowledge of: customer service and customer support principles, methods, theories, concepts and standards; systems installed in customer organizations; knowledge-based applications (if applicable); methods and practices for troubleshooting, recovering, adjusting, modifying and improving  information technology systems; a wide variety of applications, operating systems, protocols and equipment used in customer organizations; methods and procedures for documenting resolutions; interpersonal communication methods and techniques; operating systems and utilities; computer setup; computer systems concepts; network concepts (LAN-local area network, WAN-wide area network, switching); hardware and software interfacing (i.e., peripheral drivers, print servers); user needs analysis; data storage; agency rules/regulations, policies/procedures.

Skill in:  troubleshooting (determining what is causing an operating error); testing (conducting tests to determine whether equipment, software or procedures are operating as expected); developing and implementing solutions to problems; critical thinking (using logic and analysis to identify the strengths and weaknesses of different approaches); speaking (talking to others to effectively convey information); communicating effectively with others in writing; listening; time management (prioritizing help desk activities); researching, evaluating, and providing feedback on problematic trends and patterns in  customer support requirements.

Ability to:  select appropriate course of action from many acceptable alternatives;  exercise initiative; apply a series of different and unrelated processes and methods; identify and analyze important factors and conditions in order to recognize and apply an understanding of interrelationships among different information technology functions and activities; document actions taken; communicate, both orally and in writing, information/ideas to others; read, listen, and understand written and oral communication from others; recognize a problem; apply general rules to specific problems to come up with logical answers; correctly follow a given rule or set of rules in order to arrange things or actions in a certain order; recognize and identify the degree of similarities or differences between individual characteristics; combine separate pieces of information, or specific answers to problems, to form general rules or conclusions; efficiently shift back and forth between two or more activities or sources of information (such as speech, sounds, touch or other sources).

JOB PREPARATION GUIDELINES:  (Required entry knowledge skills and abilities may be acquired through, BUT ARE NOT LIMITED TO, the following coursework/ training and/or experience.)

Any combination of education, training, and/or experience that will enable an applicant or incumbent to possess the required knowledge, skills, and abilities.  A general qualification guideline for positions in this class is post high school coursework in computer science/information technology and one year related experience. OR 
Three years related experience.

