HELP DESK ANALYST - SENIOR

DEFINITION

Under general supervision, provides an advanced level of technical knowledge and expertise to tracking and resolution of the technical problems presented to the Help Desk.  Provides leadership in a specific area of technical expertise or for a particular product or service that allows the Dane County Information Management team to maintain the highest level of system availability and customer service possible.  Serves as internal escalation point for Help Desk and Technical Support staff. Provides technical leadership, training, and mentoring for Help Desk support staff.

EXAMPLES OF DUTIES

Provides advanced level computer hardware and software support for all Dane County departments, associated offices and external customers.  Diagnoses and resolves complex technical problems using available tools such as the help desk knowledge base and remote control.  Provides primary technical support for all internal and external customers for remote access installations, configuration, problem resolution and security.  Provides primary technical support for all internal and external customers for network security access, directory rights, email access and problems related to security.  Leads Help Desk staff in performance of work assignments.  Administers and supports windows based terminal hardware and software. Maintains an up-to-date level of expertise.

EMPLOYMENT STANDARDS

Experience and Education:

A minimum of three years experience with direct customer support in a technical environment is required.  Help Desk Analyst certification or equivalent experience in a customer service environment.  Any combination of training and experience equivalent to: 

a) An associate degree in network systems, programming, or related field

b) A+ certification

c) Network + certification

d) Microsoft Office User Specialist certification. 

Knowledge, Skills and Abilities:

Demonstrated ability to resolve complex technical problems efficiently and effectively; demonstrated ability to balance, prioritize and organize multiple tasks; working knowledge of Microsoft Active Directory, Exchange and Citrix software systems; ability to install and support Microsoft application software; knowledge of server/personal computer/terminal hardware and software; knowledge of LAN/WAN concepts and remote access hardware and software; excellent interpersonal, written and oral communication skills.
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