CAJON VALLEY UNION SCHOOL DISTRICT

CLASS TITLE: HELP DESK TECHNICIAN
BASIC FUNCTION:

Under the direction of the Director-Technical Services, provide initial technical assistance and
support by telephone or other technologies to computer users for multi-platform mobile and
desktop devices, standard/specialized applications, instructional software and peripherals from
a centralized help desk; refer unresolved problems to other staff, as appropriate; prepare and
deliver training on district applications and operating systems.

DISTINGUISHING CHARACTERISTICS

Help Desk Technician responds to technical support calls from computer users and attempts
to resolve issues remotely before an on-site service visit by a technician. Computer Support
Technician is entry-level in the series and serves as a first-line, on-site technical assistance to
staff. Computer/Network Technician | class is assigned the less complex client/server and
workstation maintenance and the relatively routine network functions. Computer/Network
Technician 1l class has responsibility for infrastructure i.e., routers, firewalls, network
appliances, etc., and responding to the more technically complex, non-recurring problems
occurring within a system-wide network and serves as a technical resource to the department
staff.

REPRESENTATIVE DUTIES:
ESSENTIAL FUNCTIONS:

Answer telephones, emails and help desk requests at a centralized help desk and conduct initial
troubleshooting of requests for service; attempt to remotely resolve problems with desktop,
laptop and mobile devices, application software and related equipment, such as printers,
networks, wireless devices, telephones, voicemail, scanners, barcode readers and other
accessories.

Prepare and/or receive and prioritize automated help desk requests; generate, distribute and
track work orders to technicians for unresolved problems or more immediate or complex service
needs; accommodate emergencies or requests from supervisor, as required.

Maintain records of calls and help desk requests received for statistical analysis and for the
development and planning of computer training classes; compile other department records and
prepare reports related to software licenses, equipment inventory, maintenance, installations,
warranties and system defects; provide status reports to supervisor, as needed.
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Initiate and assign user rights for various applications, including email accounts, Enterprise
Resource Planning (ERP), directory system, etc.; provide technical programming changes and
support related to telephone service.

Train users on district applications and operating systems (i.e., new applications, upgrades,
updates, etc.), as requested; develop and prepare materials for use in instruction and user
reference, as necessary.

Maintain knowledge of updated versions of computer systems, peripherals, software
applications and emerging technologies.

Communicate projects, problems and solutions to district staff and technicians, as required.
Serve as backup to other department personnel, as assigned.

Operate a variety of standard office equipment, including computer and assigned software.
Attend and patrticipate in various meetings, workshops and conferences.

OTHER DUTIES:

Perform related duties as assigned.

KNOWLEDGE AND ABILITIES:

KNOWLEDGE OF:

Configuration, operation, maintenance and capabilities of multi-platform mobile and desktop
devices, networks, wireless, software applications and peripheral equipment.

Data communications equipment and microcomputer hardware and software products.
Familiarity with network technologies.

Service management software.

Basic understanding of instructional methods and techniques.

Ethical handling practices for programs and stored information.

Data input and retrieval techniques.

Basic record-keeping techniques.

ABILITY TO:

Identify problems and provide technical support by telephone to users of Windows or
Macintosh-based computers, mobile devices, software applications and peripheral equipment.
Quickly learn and effectively use software specific to District needs.

Maintain records and files.

Perform work to meet established time lines.
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Respond to emergencies without delay.

Work independently with minimal supervision.

Establish and maintain effective and cooperative working relationships with others.
Communicate effectively with others by utilizing proper telephone etiquette and effective
interpersonal skills including professionalism, tact, courtesy and patience.

Translate technical terms to match the user’s level of understanding.

Maintain a customer-focused attitude.

EDUCATION AND EXPERIENCE:

Any combination equivalent to: graduation from high school or equivalent, supplemented by
college-level coursework in computer hardware and software applications or related field and
two years’ experience in hardware and software applications in a network environment,
including related equipment maintenance and repair.

LICENSES AND OTHER REQUIREMENTS:

Valid California driver’s license, ability to maintain eligibility for automobile insurance and use of
private or alternative means of transportation is required.

Current A+ or Apple certification at time of hire.

Maintain up-to-date A+ or Apple certifications.

WORKING CONDITIONS:

ENVIRONMENT:
Office environment.
May be required to drive a vehicle to conduct work, trainings or meetings.

PHYSICAL DEMANDS:

Hearing and speaking to exchange information in person or by telephone, and to make
presentations.

Dexterity of hands and fingers to operate a computer keyboard, mouse and other office
equipment.

Seeing to view a computer monitor and read a variety of materials.

Sitting and/or standing for extended periods of time.

Sitting, standing or walking for extended periods of time.

Bending at the waist, kneeling or crouching to file and retrieve materials.

Reaching overhead, above the shoulders and horizontally.

Regularly lift and/or move up to 25 pounds and occasionally lift and/or move up to 50 pounds.
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CLEARANCES:
Criminal Justice Fingerprint/Background

Tuberculosis
Pre-placement Physical and Drug Screen

Classified Employees’ Salary Schedule: Range 31 Approved: G.B.: 03/24/15; P.C. 03/26/15



