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DESKTOP SUPPORT SPECIALIST
DEFINITION:

Under general supervision, requires advanced skills in the inspection, installation, building, testing, troubleshooting, repair, and software installation of desktop computers and peripheral equipment in a LAN environment.  Develops, supports and implements system-wide server-based software application and operating system installation utilizing Remote Installation Services and updates employing Microsoft’s Intellimirror technology.  Configures, supports and implements FRC video conferencing equipment and distance education services.  Provides desktop and audio-visual equipment support to staff, faculty and students as necessary.  Functions at a holistic performance level utilizing sophisticated interpersonal communication skills and advanced technical knowledge.

CLASSIFICATION:
· FLSA Non-Exempt

· Classified – CSEA

· Date Modified: May 2010

ESSENTIAL DUTIES: The following duties are typical of those performed by employees in this job title; however, employees may perform other related duties, and not all duties listed are necessarily performed by each employee in the job title.
· Builds and deploys desktop computers from component parts based on staff, faculty and lab needs, customizes and tests desktop computer systems and resolves configuration conflicts and errors
· Installs, integrates and configures new desktop computer systems and hardware; updates and modifies existing staff, faculty and lab desktop computers as necessary
· Investigates, analyzes and resolves hardware and associated software and communications problems on FRC desktop computer systems; performs complex hardware repairs and maintenance on a wide range of PC-based desktop computers and peripherals
· On stand alone systems, installs operating systems, software applications, and utilizes on new and existing desktop computers utilizing a clean install, imaging software such as Drive Image or Ghost
· Installs operating systems, software applications and utilizes on staff, faculty, and lab computers throughout the FRC local area network (LAN) utilizing Remote Installation Services (RIS)
· Within the Windows 2000 and XP environment, pushes critical system and application updates to remote desktops
· Installs, deploys and troubleshoots computer peripherals such as printers, scanners, photographic slide readers, CD-ROM and CD-RW drives, modems and mice.  Installs and troubleshoots networked printer drivers
· Evaluates existing desktop computer systems hardware and software.  Reviews and researches computers, components, peripheral equipment and software applications and makes recommendations for future purchases
· Provides advanced desktop and network expertise to the Adaptive Technology Specialist as required, particularly in the installation and troubleshooting of adaptive technology devices
· Receives, prioritizes and responds to campus-wide desktop computer support questions from staff, faculty  and students; maintains a high level of customer service standards in dealing with and responding to questions and computer-related problems
· Identifies and assists Information Services and Network staff in resolving general desktop network related problems
· Troubleshoots desktop and network related printer problems
· Promotes secure, safe and confidential computer use practices among staff, faculty and students
· Among staff, faculty and students, promotes safe, virus free desktop computer practices; troubleshoots and tests for, and eradicates viruses
· May supervise student workers
MINIMUM QUALIFICATIONS:
Knowledge of:

· Advanced knowledge of desktop computer component systems hardware and peripherals principles and theory; a wide range of operating systems including DOS, Win 3.x, Win 95/98, Win2k and XP

· General use applications including Microsoft Office 97, 2000 and XP

· Specialized use applications such as Drive Image, PC Anywhere, Remote Installation Services and anti-virus programs such as Norton or Inoculate

· Advanced computer troubleshooting techniques and the ability to diagnose the nature and extent of a wide range of computer problems and resolve them

· Ability to install and configure desktop computer systems, hardware and peripherals

· Proficiency with TCP-IP, DHCP and WINS

· Ability to perform advanced, complex repairs and upgrades on a wide variety of desktop computers and peripherals

· Ability to make technical and procedural decisions and judgments 

· Ability to simultaneously coordinate and complete multiple projects

· Ability to support implementation, coordination and maintenance of video conferencing and distance education services

· Ability to work independently and knowledge of customer service standards and procedures

DESIRABLE QUALIFICATIONS:  A combination of education and experience equivalent to:
· A Bachelor’s degree in a related discipline and three years experience demonstrating competency in this or a related field
· Community College experience

· A+ Certification

· Capable of establishing and maintaining effective working relationships with those contacted in the course of the work
· Demonstrate sensitivity to and understanding of the diverse academic, socio-economic, cultural, disability and ethnic backgrounds of community college staff, faculty and students
PHYSICAL CHARACTERISTICS: The physical abilities involved in the performance of essential duties are:
· Manual dexterity to operate keyboards, install software, and perform basic configura​tion and simple repair of computers
· Vision to read printed materials and computer screens, and identify and distinguish wiring and computer parts
· Hearing and speech for normal communications
· Mobility to reach computing sites throughout campus
· Sustained posture and attentiveness at a terminal for data entry
· Ability to lift 40 lbs
This work is performed primarily in an indoor setting.
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