POSITION CLASSIFICATION QUESTIONNAIRE
Department: Information Technology 
Working Title: (IT Technical Support Center – Associate Consultant)
State Title:  Project Program Specialist
Immediate Supervisor/Title:  Manager, IT Client Services
Position Summary: Responds to and diagnoses problems through discussion with users; Includes problem recognition, research, isolation, resolution of computer issues, and questions. Typically resolves basic problems while refers more complex problems to intermediate and/or senior level. Will involve use of; knowledge management database, and Center’s systems.  The Person should have sufficient educational background and or experience in information technology environment.

Standard Duty Areas: 

(50%) Support

Provide support of workstations and users within the hospital, campus and off-site locations. Problem recognition and resolution skills for call incidents.  Continuous research, updating and education of new/old products and procedures of campus standard systems
(30%) Communication


Assist users via phone or in person, etc. to provide resolutions in a timely and understanding manner so user has optimal usage of PC. Good customer service skills for interaction with user. Be flexibility and have conflict handling skills for interaction with customers. 
(15%) Department Support


Provide manager/ seniors coordinators with status of “hot” issues.

Continuous research, updating and education of new/old products and procedures of campus standard systems for department’s knowledge database

Person to be a team participant with the other consultants
(5%) Other Duties as assigned by manager


*
	Responsibility
	Measures of Success

	-Customer Service
	-Customers are routinely greeted in an appropriate, and positive manner

-Difficult or discourteous customers are dealt with professionally

-Customer call survey results

	-Problem Tracking
	-All information regarding problems, questions, and customer contact information must be recorded in Heat

	-Identify the problem
	-Proper Documentation of symptoms, errors, messages.

-Knowledge Base utilization

-Proper call severity is assigned

-Appropriate support group is notified and assigned

	-Research and Resolve problem
	-If technician has no direct knowledge of a solution, the Knowledge Base is used effectively to identify a solution, or assign the call

-% of calls resolved with first contact 

	-Call/Time Management
	-Time spent resolving vs. assigning calls based on current call volume is appropriate (i.e. spend more time on resolving during low volume, more time assigning during high volume)

-Average time per call vs. % calls resolved

	-Call Review
	-# of calls reviewed & closed

-Identification of trends and issues based on call review


Position Supervises/Leads: NONE
Budget Responsibility: None


Problem Solving/Accountability/Independence: Works under general direction of Manager and senior level staff. Is directly responsible for specific Tech Support Center operations as applicable to shift.  

Interaction: Works with all of the customer community and IT groups in coordination of Technical Support Center procedures.

Essential Physical Requirements 

Bending  (%)10______Standing  (%)15______Walking  (%)50______Eyesight  (%)100______
Hearing  (%)100______Speaking  (%)100______ Sitting for extended periods (%)85_____
Repetitious Movement  (%)______
Lifting, weight lifted_50 lbs_____

Lift to: waist, ___XX__ chest, _______above head_______


Exposure to Harsh or Extreme Conditions None
Equipment Used in Position Computer equipment 80%, Telephone equipment 70%
Minimum Qualifications (knowledge, skills, and abilities needed upon entry into the position)

YES Ability to Follow Oral Instruction, Read, and Write

YES High School, GED or formal education equivalent

YES Baccalaureate Degree, in computer information technology, Computer Science or CIS or Equivalent Experience
NO Advanced Degree, Type/Major, 
NO Professional License/Certification (MCSA / MCP certification a plus) 
Work Experience: 
At least a total of 4 years experience and/or education, consisting of:

A) 4 year Computer Science degree
B) At least 2 years technical experience AND:



-2 year IT degree OR



-2 additional years IT/ Customer Service experience OR



-4 year non-IT degree

Experience in IT support functions or PC computer experience preferred with networking a plus. Knowledge of Microsoft Products a plus.


Other:  Ability to work in a team environment.  Excellent written and verbal communication skills.
I have participated in the review of my job and agree with the above description.
Yes______No______Comments_______________________________________________________________________________
Required Signature_______________________________Date_____________________________________________________

As supervisor of this position, I have participated in the review and agree with the above description.
Yes______No______Comments_______________________________________________________________________________
Required Signature_______________________________Date_________________________________________________

