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&' TEHAMA COUNTY DEPARTMENT OF EDUCATION
|| JOB DESCRIPTION
HELP DESK SUPPORT

DEFINITION:

Under direct supervision of the Executive Director, Information Technology. this position provides
first level help desk computer support, including diognaosing and resolving end-user hardware and
software issues over the telephaone for Tehama County Departrment of Education [TCDE],

ESSENTIAL FUNCTIONS AND JOB RESFONSIBILITIES:

Any one position may not include all of the listed dufies, nor do all of the listed examples include

all tasks, which may be found in positions within this classification.

= Answer nelp desk telephanes to provide support to remotely diagnose. resolve or route end-
user computer hardware, software and network access issues, including email, basic
productivity and curriculum programs or other systems as identified.

= Resolve customer service issues on the first call,

»  Routereguests to appropriate personnel for repoir and maintenance of computer eguipment.

= Maointain help desk systern and stail calendors.

v Work with customers for basic web support, pestings, efc., along with web site basic
maintenance,

»  Schedule and document work assignments in accordance with policies and procedures using
the wark order system

»  Coordinate ond provide suppoart for frainings and virtual field thips,

* Provide office training and basic in-service for various fechnology fools, Le., video
conferencing, basic office automation tools, etc.,

* |nvoice districts for the services performed under service agreements; create invoices; run
billing reports and transfer of funds; run income reports and track district and county billable
hours for transfering of funds fram one district/depariment fo (T,

»  Coordinate meetings, ensure cccurate and timely fiing of fime-sensitive documents, i.e., E-
rate program.

= Maintain inventory records on all software and lechnology eguipment.

»  Accurately document messages.

=  Perform a variety of dulies such as answer telephones; receive shipmenis and sort mail;
process farms and requests; process purchase orders, fravel purchase orders, reguisitions and
invoices, maintain accurate records; ond duplicate material.

»  Perfarm additional tasks os assigned.

»  Drive occosionally for department business (optional).

EDUCATION AND EXPERIENCE:

Any combination of education, training, and experience which demonstrates ability fo perform

the duties and responsibilities as described.

= High school diploma or equivalent,

»  Three years responsible administrotive secretorial experience,

»  Experience in schools and/or educational environment.

»  Experience or coursework in bookkeeping. computers/technology, communication via email
and farmal letters, and experence organizing and coordinating work in busy office
environment.

KNOWLEDGE OF:

= Computers and their office usage, i.e. M.5. Office, ond general clerical and office operatfion
proceduras and communication,
»  Basic technical skils and aptitude to learn technelogy to help support IT staif and customers.
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ABILITY TO:

Maintain confidentiality.

Communicate clearly and concisely, both orally and in writing,

Establish and maintain effective working relationships,

Hondle multiple line telephones in a busy environment.

Work with aothers in a professionol, cooperative, and productive manner.

Learn basic computer troubleshooting skills and apply those 1o future technical issues.

Employ a customer service approach and present information about technical issues clearly,

both verbally and in wrifing.

* Follow verbol and written plans and technical instructions with minimal supervision ond
guidance.

» Priontize projecis and services fo minimize user intermupiion and down time.

* Meel schedules and timelines.

* Utilize past experence o solve current issues and have an apflilude to leam various computer
roubleshocoting steps over fime.

= Work flexibly with attention 1o detail and excellent customer service skills,

= Operate g vorety of office equipment including a copier, fax machine, computer, and
assigned software,

» Keyboard accurately at an acceptable rate.

PHYSI NDS:

The physical requirements indicaled below are examples of the physical aspects that this position

classification must perform in carrying out essential job functions.

* Persons performing service in this position clossification will exert 10 1o 20 pounds of force
frequentiy to §ift, camry. push, pull, or otherwise move objecis. This type of work involves sitting.
standing. and walking frequently.

*» Perceiving the noture of sound. near and far vision, depth perception. providing oral
information, the manual dexterity to operate business related equipment, and handie and
work with various malerials and objecls are important aspects of this job.

Reasonable accommodation may be made to enable a person with a disability to perform the
essential functions of the job.

1ERMS OF EMPLOYMENT:
Salary and work year to be established by County Superintendent.
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