Role:


Helpdesk Analyst

Purpose of Position:
  Supply service to customers regarding telephones, pc’s, laptops, and software.

Expectations Regarding

SELF:  Attitudes, Behaviors, and Choices

Take ownership of projects and open trouble tickets.  See issues through to completion

Be willing to learn new technologies, new products to help IT solve issues; be proactive about researching solutions.

Be willing to admit when you need help; willing to escalate unsolved issues

Maintain sunset reviews of tasks or projects with the team

Share knowledge learned from projects and trouble tickets

Behaviors

Maintain honest and respectful interactions at all times with all staff

Do what you say you will; follow up with your clients

Be open with the staff when helping them out; don’t promise what you can’t deliver

Choices
Be proactive about learning

Find strategic solutions for problems

Diffuse difficult situations

See an issue through to resolution

Accept challenging problems

Pursue excellence

Tasks
· Troubleshoot and solve matters regarding software and/or hardware, remote access and telephone system on a timely basis and in a professional manner

· Be attentive to technological needs and maintain a log of issues

· Assist with installation, moving and relocation of equipment

· Collaborate with vendors to ensure consistent uptime and appropriate maintenance of hardware

· Perform occasional after-hours and weekend network support work
Internal Relationships

Maintain relationships with ICS staff that are characterized by respect honesty, and cooperation.

Work in a professional manner with coworkers (both within and without the IT department) to help ICS fulfill its mission, while helping the agency become a better place to work.

External Relationships

Be courteous, professional, and friendly to members and others who come in contact with ICS on daily basis.

