	[image: image1.png]u

King County




Classification Specification
	

	
	7318100

	
	IT ENTERPRISE SERVICE CENTER SPECIALIST 



Class Summary

The responsibilities of this classification include providing first-level support for all IT Service Center requests and technical support issues at an enterprise level.  Positions in this classification respond to and diagnose problems for county-wide systems users in the areas of hardware, software and service availability.  Positions in this class document, evaluate and prioritize requests, and determine appropriate response, which may include referral for second-level support.  Responsibilities include problem recognition, triage, troubleshooting, and providing step-by-step resolution by communicating technical solutions in a user-friendly manner within specific timeframes. Positions in this class develop, maintain, and utilize a knowledge base, written procedures, and other IT Service Center guidelines to apply broad knowledge of computer systems.  Interaction with customers is primarily accomplished remotely by telephone, e-mail or the web within an IT service center environment.  

Distinguishing Characteristics

This is the journey level within the two-level IT Enterprise Service Center Specialist classification series.  Positions in this class provide support on technical issues that can be resolved with predominately structured troubleshooting.  This classification typically works under the general supervision of an IT service center supervisor or IT Enterprise Service Center Specialist- Senior. 
This classification is distinguished from the IT Enterprise Service Center Specialist- Senior in that the senior level is competent in identifying the full range of first-level support issues, as well as resolving second-level issues and/or serves as either an ongoing lead or technical lead and guides/leads a group of same or subordinate level staff.  

This classification is distinguished from the Desktop Support Specialist series in that Desktop Support Specialists provide hands-on technical support for specifically assigned hardware, software and related computer needs within a dedicated work area. The IT Enterprise Service Center Specialist has responsibilities for county-wide systems support and solutions that require broad-based and varied knowledge and problem resolution within service level timelines.  
This classification is distinguished from the LAN Administrator series in that a LAN Administrator provides second level support and is responsible for administering networked systems, including back-end LAN/WAN connectivity; installing, configuring and maintaining multiple servers; performing upgrades and testing; and controlling licensure, purchase agreements and software upgrades.  IT Enterprise Service Center Specialists perform some aspects of LAN administration duties, but their primary focus is supporting end users remotely. 
Examples of Duties (May vary by position)

1. Identify, diagnose and resolve first-level help requests within an IT service center environment including: user account management, software support, hardware support, system security and voice/telephony systems; communicate solutions to end-users in a professional and timely manner. 
2. Enter requests utilizing IT Service Center ticketing system and evaluate, categorize and prioritize requests. Document and enter actions taken and decisions made. Refer tickets to other analyst groups and subject matter experts.
3. Identify and escalate complex support calls beyond the capabilities of level one support or not resolved in a time specific manner based on service guidelines.

4. Utilize diagnostic utilities to aid in troubleshooting, validate solutions to ensure problem is adequately resolved, verify with customers, and coach users in correcting reported problems as appropriate.
5. Communicate and guide end user with phone and remote assistance support through the problem resolution process.
6. Perform IT service center activities, including, but not limited to, end user requests and issue resolution, service center coordination activities. Manage phone, email and web queues; participate in special projects and other tasks as assigned.  

7. Follow security processes and understand how they apply to this role.
8. Communicate with customers to ensure their understanding of the call progression and the process and activities required to resolve their problem.

9. Follow-up with customer on aging calls to keep them apprised on their ticket status; notify customers of major system issues and provide regular status updates on these issues.
10. Document all service activities in the Service Desk ticket tracking tool to update the knowledge base.
11. Prepare and maintain technical documentation and procedures to improve services and user assistance. Provide input on new technical issues or escalating problems.  

12. Participate in the installation, configuration, customization and maintenance of IT Service Center system software, and provide reports for analysis as needed.
13. Maintain current knowledge of county hardware and software technologies by taking classes, reading manuals and publications and collaborating with other IT professionals and team members.

14. Work in self-directed team to achieve performance goals and increase productivity; lead and/or participate in team projects when requested.
15. Communicate with other IT Service Center staff on issues relevant for shift handoff.
16. Perform other duties as assigned.

Knowledge/Skills (May vary by position)
Knowledge of core computer skills, including troubleshooting hardware, peripherals, software, operating systems and internet connections, active directory, Microsoft Office Suite; proficiency in software installations and upgrades; operating knowledge of LANDesk Service Desk or equivalent ticketing system.
Ability to effectively prioritize and execute tasks in a high-pressure environment, manage multiple tasks and priorities with frequent interruptions, occasionally in urgent situations.
Ability to provide reliable phone support to end users and maintain high availability by efficiently processing calls. 

Ability to communicate instructions and information effectively in a manner appropriate to the technical knowledge of the audience.
Ability to promote and follow county business policies and procedures, county IT policies, standards and guidelines, and IT Service Center goals and objectives.
Strong written and oral communication skills including strong interpersonal skills, with a focus on relationship building, listening, and questioning skills.
Strong computer troubleshooting, analysis, research, critical thinking, and problem solving skills with keen attention to detail.
Ability to understand, retain and apply technical information for multiple computer programs and systems.
Ability to be self-motivated and goal-oriented, capable of working in a fast-paced and changing environment providing exceptional customer service.
Ability to work in a team-oriented, collaborative environment.
Ability to work with a variety of individuals from diverse backgrounds.
Education and Experience Requirements

An AA degree in an IT related field, e.g., Computer Science, Information Systems, etc.
Five years of experience with PC hardware, software and operating system support (including Macintosh).

OR
Any combination of experience/education/training that provides the required knowledge, skills and abilities to perform the work

Licensing, Certification and Other Requirements
Certification in A+ and Network+.

Some licenses, certifications and other requirements determined to be necessary to meet the business needs of the employing unit may be required.
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