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	HELP DESK TECHNICIAN

	Approved Date:  August 10, 2010
	

	Job Code:  ###### 
	FLSA : Non Exempt    


JOB SUMMARY:  User support and customer service on company supported computer applications and platforms. Troubleshoot problems and advise on the appropriate action.
The following duties are intended to provide a representative summary of the major duties and responsibilities and ARE NOT intended to serve as a comprehensive list of all duties performed by all employees in this classification.  Incumbent(s) may not be required to perform all duties listed and may be required to perform additional, position-specific duties.
REPRESENTATIVE DUTIES
Works collaboratively with other IT staff and employees to ensure appropriate identification, analysis, prioritization, and coordinated response to computer issues. 
Responds to requests for technical assistance in person, via telephone and electronically.

Research questions using available information resources; diagnose and resolve technical hardware and software issues; logs all help desk software and logs all help desk software.
Tracks and routes problems and requests to document resolutions; prepares activity reports and stays current with all system information, changes and updates.

Performs other duties as assigned.
KNOWLEDGE and SKILLS  

· Knowledge of relevant software, hardware and other equipment.

· Knowledge of call tracking applications.

· Knowledge of customer service practices

· Skill in verbal and written communication.

· Skill in problem analysis and problem solving. 
· Skill in stress tolerance and adaptability.
· Skill in addressing sensitive issues and situations.
MINIMUM EDUCATION QUALIFICATION
A High School Diploma or equivalent. 

MINIMUM EXPERIENCE QUALIFICATION
Two (2) years professional work experience in computer support.  
MINIMUM CERTIFICATION QUALIFICATION
CompTIA A+ and CompTIA Network+
PREFERRED EXPERIENCE QUALIFICATION
Microsoft Office Specialist, Microsoft Certified System Engineer and CompTIASecurity is highly preferred, as is experience with implementation of systems change in worksite settings.
MINIMUM PHYSICAL REQUIREMENTS
The following demands are representative of those that must be met by an employee to successfully perform the essential functions of this job.  Must be able to lift approximately 20 pounds.    
This job description is not an employment agreement or contract.  Management has the exclusive right to alter this job description at any time without notice.

Signature below acknowledges that I have received a copy of my job description and my supervisor has discussed it with me.

___________________________________           
__________________________

Employee Signature




Date

__________________________________

__________________________

Supervisor Signature




Date
       TIKIGAQ Corporation


	Office of Human Resources


	      2121 Abbott Road


	   Anchorage, Alaska 99507


	   Telephone:  907-365-6129


	    Facsimile:  907-341-6139
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