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	Sample Job Description


This is a sample job description document.  It contains some of the duties, responsibilities and qualifications typically associated with this position, but is not intended to serve as a model or advice for specific job description content and format.  Your company should add, modify or delete as needed for your purposes.
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	Sample Job Description Continued



Help Desk Specialist

	Job Title:
	Help Desk Specialist
	FLSA Status:
	

	Department:
	
	Reports To:
	

	Prepared By:
	
	Prepared Date:
	

	Approved By:
	
	Approved Date:
	


Summary

Investigates and resolves software and hardware problems of computer users by performing the following duties.

Essential Duties and Responsibilities

This list of duties and responsibilities is not all inclusive and may be expanded to include other duties and responsibilities, as management may deem necessary from time to time.

· Answers, evaluates, and prioritizes incoming telephone, voice mail, e-mail, and in-person requests for assistance from users experiencing problems with hardware, software, networking, and other computer-related technologies.

· Interviews user to collect information about problem and leads user through diagnostic procedures to determine source of error.

· Determines whether problem is caused by hardware such as modem, printer, cables, or telephone.

· Handles problem recognition, research, isolation, resolution and follow-up for routine user problems, referring more complex problems to supervisor or technical staff.

· Logs and tracks calls using problem management database, and maintains history records and related problem documentation.

· Prepares standard statistical reports, such as help desk incident reports.

· Analyzes and evaluates incident reports and makes recommendations to reduce help line incident rate.

· Consults with programmers to explain software errors or to recommend changes to programs.

· Calls software and hardware vendors to request service regarding defective products.

· Tests software and hardware to evaluate ease of use and whether product will aid user in performing work.

· Writes software and hardware evaluation and recommendation for management review.

· Writes or revises user training manuals and procedures.

· Develops training materials such as exercises and visual displays.

· Trains users on software and hardware on-site or in classroom, or recommends outside contractors to provide training.

· Installs personal computers, software, and peripheral equipment.

Supervisory Responsibilities                   




This job has no supervisory responsibilities.

Competencies  

To perform the job successfully, an individual should demonstrate the following competencies:

· Problem Solving - Identifies and resolves problems in a timely manner; Gathers and analyzes information skillfully; Develops alternative solutions; Works well in group problem solving situations; Uses reason even when dealing with emotional topics.

· Technical Skills - Assesses own strengths and weaknesses; Pursues training and development opportunities; Strives to continuously build knowledge and skills; Shares expertise with others.

Qualifications

To perform this job successfully, an individual must be able to perform each essential duty satisfactorily. The requirements listed below are representative of the knowledge, skill, and/or ability required. Reasonable accommodations may be made to enable individuals with disabilities to perform the essential functions.

Education and/or Experience                   




Bachelor's degree (B. A.) from four-year college or university; or one to two years related experience and/or training; or equivalent combination of education and experience.

Language Skills                   




Ability to read, analyze, and interpret general business periodicals, professional journals, technical procedures, or governmental regulations.  Ability to write reports, business correspondence, and procedure manuals.  Ability to effectively present information and respond to questions from managers, clients, customers, and the general public.

Mathematical Skills                   




Ability to calculate figures and amounts such as discounts, interest, commissions, proportions, percentages, area, circumference, and volume.  Ability to apply concepts of basic algebra and geometry.

Reasoning Ability                   




Ability to solve practical problems and deal with a variety of concrete variables in situations where only limited standardization exists. Ability to interpret instructions furnished in written, oral, diagram, or schedule form.

Computer Skills                   




Knowledge of Contact Management systems; Database software; Development software; Project Management software; Spreadsheet software and Word Processing software.

Physical Demands 

The physical demands described here are representative of those that must be met by an employee to successfully perform the essential functions of this job. Reasonable accommodations may be made to enable individuals with disabilities to perform the essential functions.

While performing the duties of this Job, the employee is regularly required to sit and talk or hear. The employee is frequently required to use hands to finger, handle, or feel. The employee is occasionally required to stand and walk. The employee must frequently lift and/or move up to 10 pounds and occasionally lift and/or move up to 25 pounds.  Specific vision abilities required by this job include close vision, distance vision and ability to adjust focus.

Work Environment 

The work environment characteristics described here are representative of those an employee encounters while performing the essential functions of this job. Reasonable accommodations may be made to enable individuals with disabilities to perform the essential functions.

The noise level in the work environment is usually moderate.

	Employee Acknowledgment
	
	Date:
	

	The above statements reflect the general details necessary to describe the principle functions of the occupation described and shall not be construed as a detailed description of all the work requirements that may be inherent in the occupation.


This sample document is only an example and is based on the laws in effect at the time it was written. MRA-The Management Association, Inc. does not make any representations or warranties regarding the appropriateness or prudence of using this information for any particular individual or situation. Your company should add, delete, or modify the content of this document as needed to suit your purposes. This material is for your information only and should not be construed as legal advice. In some circumstances it may be advisable to have legal counsel review final documents prior to implementation. 
For further assistance call or visit www.mranet.org, © MRA – The Management Association, Inc. 
Wisconsin: 800.488.4845  Minnesota 888.242.1359  Northern Illinois: 800.679.7001  Iowa & Western Illinois: 888.516.6357
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