
 
 
 
Job Code: 
 
Job Title:  I
 
Pay Grade
 
 
GENERA
The purpos
Technology
 
 
RESPON

 
CUSTOM
hardware, 
analysis, IT
simple to m
Functions 
request.  H
participate 
problem re
 
ADMINIS
concise do
impact to c
 
TEAM EF
 
SPECIFIC
 
KNOWLE
Requires a
closely rela
 
EXPERIE
Typically ha
Desk enviro
requiremen
 
COMPLE
Able to fully
technical a
  
IMPACT 
Errors in 
autonomou
 
 
 
 

CIT
JOB DE

   455.3   

IT PROFESS

:  20 

AL SUMMA
se of this posi
y (IT) and Op

NSIBILITIES

MER SERV
applications a

T security, or 
moderate use
as Tier 2 su

Handles supp
in an on-call 
solution. 

STRATION:
cumentation;

customers, etc

FFORT:  Co

CATIONS: 

EDGE: 
 Bachelor's d

ated field.   

ENCE: 
as at least fiv
onment.  Up t
nts.   

EXITY: 
y perform wo
nd detailed g

OF ACTIO
work typical

usly, with the 

TY OF
ESCRIPTIO

 

IONAL – CLI

ARY:           
ition is to doc
erational Tec

S:   
 

ICE:  Facilita
and other sys
PMO person

er problems t
pport to disc

port requests 
rotation with 

:  Facilitates 
 maintains ap
c.  Follows pr

ontributes to t

               

egree in Com

ve (5) years of
to two (2) yea

ork of modera
uidelines, pol

ONS: 
ly lead to m
supervisor av

F HO
ON 

IENT SUPPO

cument and fa
chnology (OT)

ates client su
stem request

nnel to perform
to provide so
cern and ass

that the first
other client s

managemen
ppropriate ca
ocedures and

team effort by

mputer Scienc

f technology e
ars of applicab

te complexity
licies and pro

moderate inc
vailable to ans

OUST

ORT          

acilitate resolu
) hardware an

pport request
ts.  May inter
m or coordina
olutions, but r
sign the appr
t-tier of servic
support staff; 

t of future or
tegorization o
d standards e

y promoting a 

ce, Managem

experience pr
ble experienc

y and variatio
cedures. 

convenience, 
swer question

TON 

             

ution of suppo
nd software a

ts to repair, in
ract with infra
ate service re
refers comple
ropriate supp
ce desk supp
and keeps re

r concurrent p
of service req
established by

 culture of se

ent and Inform

roviding end-
ce may be sub

n, and may re

risk and c
ns as they ari

ort requests fo
applications. 

nstall, move, o
astructure, ap
equest. May s
ex problems 

port team to 
port is unabl
equestor info

problems by 
quests by pro
y IT Service D

rvice and exc

mation Syste

user support 
bstituted for e

equire moder

costs. The in
se. 

or Information

or change co
pplications, bu
simulate or re
to other pers
resolve the s
e to diagnos
rmed of prog

preparing cle
oblem type, se
Desk manage

cellence. 

ms (MIS) or a

in an IT Serv
education 

 

rate interpreta

ncumbent fu

n 

omputer 
usiness 
ecreate 
sonnel. 
support 
e. May 
ress or 

ear and 
everity, 

ement. 

a 

vice 

ation of 

nctions 



PECIFICATIONS (cont’d): 
 
SUPERVISION EXERCISED: 
           

Direct Supervision: 
No direct reports.  
         
Indirect Supervision:  
No indirect reports.                
          

CONTACTS: 
         

Internal Contacts: 
Level of internal contact is primarily with end-users across the organization, which may include 
professionals, supervisors, and managers. Interaction requires moderate tact and cooperation; e.g., 
scheduling and/or coordinating two personal calendars, resolving problems and/or obtaining necessary 
information.                 
          
External Contacts: 
Level of external contact is primarily with administrative support, technical and professional staff. 
Interaction involves information exchange and/or simple service activity requiring high level of tact and 
cooperation. 

  
PHYSICAL EFFORT: 
The position routinely requires lifting of moderately heavy items, such as computers, printers, or records 
boxes (up to 40 pounds) and/or stooping, bending, very long periods of walking on rough surfaces on a 
routine basis and extensive use of a video display terminal.     
  
WORK ENVIRONMENT: 
There are may be sources of discomfort, i.e., outdoor installations, hot/cold temperature and humid/wet 
conditions.        
 
PHYSICAL SKILL: 
Requires the ability to make closely coordinated eye/hand movements within very fine tolerance and/or 
calibration demands 
  
MISCELLANEOUS: 
All duties and responsibilities may not be included in the above job description. 
 
JOB FAMILY:      Information Technology – Client Support 
 

Technical Track: Management Track: 
IT Associate – Client Support -- 
IT Specialist – Client Support -- 
IT Professional – Client Support IT Lead – Client Support 
 IT Manager – Client Support 

        
Effective: November 2015 
 


