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HELP DESK ANALYST 1

Nat ure of Work

Under general supervision, at the full-performance |evel,
serves as the first | evel of support between the user conmunity
and the technical staff by providing tel ephone support to
agencies in resolving mcro, mni and mai nfrane conputer hardware
and software operational problens and system nal functi ons.
Provi des tel ephone support and end user assistance
for mcro, mni and nai nframe conputer hardware and software
probl enms. Provides direct assistance to end users by talking
t hrough probl ens by tel ephone or by recreating problenms and
of fering assistance. Provides support to both the end users and
the technical staff. Mist be famliar with the hardware,
sof tware and systens supported and nust be able to comunicate
effectively with both a novice conputer user and an experienced
data processing professional. Performs related work as required.

Di stingui shing Characteristics

The Hel p Desk Analyst 1 is distinguished fromthe Hel p Desk
Anal yst 2 by serving as the first level of support in resolving
conput er hardware and software operational problens. Wen the
first level fails, directs the problens to the second | evel of
support.

Exanpl es of Work

Logs all problens related to the use of conputers.

Provi des a single point of contact between the technical
conmput er support staff and the end-users.

Performs the first | evel of problemdetermnation with the
obj ective of resolving as many problens as possible; directs
the calls to appropriate technical staff (second |evel
support) when the first level fails.

Answer s questions regarding installations, setups, error
nmessages, status, system procedures, on-line transactions,
system status, and downti ne.

Rel ay nmessages sent to or received fromcustonmers in a tinely
manner .

Utilizes devel oped procedures to docunent probl ens, recomends
nmodi fications to procedures, and updates procedures as
required.

Fol |l ows-up with users to ensure problens have been resol ved.

Rel ays requests for assistance that are outside the scope of
the help desk to the appropriate group.
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Exanpl es of Work (cont'd)

Provi des managenent with historical analysis of data in order
to measure the effectiveness of the system

Anal yze operating problens and quickly arrive at workable
sol uti ons.

Adm ni sters the techni cal support and application support
library.

Performs periodic custoner satisfaction survey of end-users.

Stay infornmed of all changes to the operating systens the
ef fect users.

Provi des status and feedback to end-users and nenbers of the
techni cal staff.

Provi des tabul ating and conputing services through the Data
Center to serve agencies not having such equi pnment or to
assi st agencies with equi pnment to handl e peaks or overl oads.

Attends user group neetings.

Mai nt ai ns agency data base on automati on procurenent
i nventory.

Mai nt ai ns user profile data base to query by name and noting
type of software residing on user's system the workstation
type, and the training user had.

Mai nt ai ns problem | og that keeps track of the problens
reported, who reported them and the resolution to the
probl em so that recurring problens can be identified and
resol ved expeditiously.

Assists in training of end users.

Wrks with technical staff in problemresol ution.

Know edge, Skills and Abilities
Know edge of capabilities and limtations of conputers.
Knowl edge of data processing/word processing concepts.
Know edge of conputer hardware/software and its term nol ogy.
Knowl edge of basic conputer usage.
Skill in using a conputer keyboard.
Ability to comunicate effectively with others, both verbally
and in witing.
Ability to think logically and anal yze probl ens.
Ability to maintain records and prepares reports.
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M ni mum Qual i fications

TRAINING Gaduation froma standard hi gh school or the
equi val ent.

EXPERI ENCE: Three years of full-time or equivalent part-tine
pai d experience working with personal conputers. Mist have
a wor ki ng know edge of at |east two of the supported
sof t ware products.

SUBSTI TUTI ON: Twel ve senester hours in conputer science and
one year of full-time or equivalent part-tinme paid
experience working with personal conputers and worki ng
knowl edge of at |east two of the supported software products
may substitute for the required experience.
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