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Help Desk Support Job Description

JOB TITLE:
Help Desk Support

DEPARTMENT: 
IT–Information Technology

REPORTS TO:
Senior Help Desk Support
JOB SUMMARY

 Technical PC and network support by phone, email or chat.   Will be responsible for help desk support for office servers, workstations, telecommunications, switches, etc).  Resolve all calls if possible, assigning work orders for those requiring on-site support.  Work in conjunction with Field Support Technicians to assign priority according to the documented SLA.   

RESPONSIBILITIES

1. Communicate via phone, email and chat with offices Interpret office needs and use proprietary software programs to identify possible resolutions.

2. Troubleshoot software and hardware issues over the phone. Acting as the first line of support. Directing issues to the appropriate destination if not solved.

3. Follow established procedures to handle and resolve technical issues. 

4. Maintain a technical working knowledge of products supported by the IT department

5. Use of software and computer systems  to correctly document and track issues.

6. Perform other duties as assigned by Senior Help Desk Technician
ENVIRONMENT

· Work Environment:
Normal office environment.  
· Travel:
n/a
KNOWLEDGE, SKILLS, AND ABILITY


Requirements

1. High School diploma or G.E.D
2.  Customer service experience or equivalent
3. Experience with Microsoft Operating Systems including Win 9.x , Win2000 and/or XP, and MS Office.

4. Good written and oral communication skills.

5. Ability to calmly conduct computer hardware, and networking systems troubleshooting.

6. Problem solving, decision-making and analytical abilities. 

.
