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USER SUPPORT TECHNICIAN II

KIND OF WORK:  This is advanced and supervisory skilled work as a lead worker in the installation, maintenance, problem determination and repair of computer peripheral equipment, personal computers and networking equipment.

DISTINGUISHING FEATURES OF THE WORK:  An employee in this class is responsible for installing, maintaining and performing repairs on computer peripheral equipment, personal computers and networking equipment on an advanced level.  Work is performed under general supervision in accordance with established procedures.  Assignments and work orders are received from the User Support Coordinator or other superior, and supervision may be exercised over User Support Technicians I or other subordinate employees.

EXAMPLES OF WORK:  (Any one position may not include all of the duties listed nor do the listed examples include all tasks which may be found in positions of this class.)  Oversees the arrival and storage of all new equipment until installation is required; installs new or repaired equipment; tests equipment to determine problems or to insure that the proper repairs have been made; places service calls for equipment covered under a warranty or maintenance agreement; works directly with users in problem determination; researches and identifies defective component replacements; investigates and resolves users' Internet and e-mail problems; prepares and installs data cables and makes appropriate connections; validates proper connections; replaces boards and repairs equipment; coordinates and follows up on all shipments to vendor; maintains current data on peripherals as to station number, location, serial number and status; isolates software problems by conferring with the vendor or manufacturer; assists users with the installation and configuration of software; assists users' with set-up and configuration for Internet and e-mail usage; maintains and updates pictorial diagrams of equipment and wiring locations; maintains a complete inventory of all equipment under the responsibility of the department; insures that a routine preventive maintenance schedule is established and adhered to; relocates data processing equipment, work tables, files and other equipment and machines; writes instructions and trains users in the operation of hardware and software; responds to questions and concerns from users; backs-up and restores servers; performs related work as required.

ESSENTIAL REQUIREMENTS OF THE WORK:  Good knowledge of the practices, materials, tools and equipment used in the installation and repair of computer peripheral equipment and personal computers; good knowledge of shipping, receiving, inventory methods and storage techniques; skill in diagnosing and identifying problems in faulty personal computers and computer peripheral equipment; ability to make minor repairs to computer peripheral equipment and personal computers; ability to comprehend complex computer terminology; ability to install application programs; ability to analyze and resolve malfunctions; ability to draw wiring diagrams and to work from diagrams, specifications, blueprints and written and oral instructions; ability to physically handle heavy and bulky equipment and material up to 50 pounds; ability to establish and maintain effective working relationships with users and other employees.

MINIMUM QUALIFICATION REQUIREMENTS:  Graduation from a standard senior high school, or the successful completion of the General Educational Development (GED) test, and a minimum of one year's experience at the level of User Support Technician I; or a combination of education and experience equivalent to these requirements.

SPECIAL REQUIREMENT:  Must possess a valid driver’s license from state of residence.
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