CLOVIS UNIFIED SCHOOL DISTRICT

Position: Technical Support Specialist Il

Salary Grade: 17

Salary Schedule: Classified

Department: Technology

Reports to/Evaluated by: Chief Technology Officer
FLSA: Non-Exempt

SUMMARY

Under the direction of an assigned supervisor, the Technical Support Specialist Il provides professional
technical support to department and site users for district-supported devices and software.
Responsibilities include managing helpdesk calls and ticketing systems, providing front counter support,
performing intermediate diagnostics on computer and network hardware, conducting user instruction,
configuring and installing equipment, and troubleshooting common connectivity, hardware, and software
issues.

DISTINGUISHING CAREER FEATURES

The Technical Support Specialist Il is the second level in a broad-based technical career ladder. This
position requires an understanding of intermediate network connectivity and troubleshooting, support
for common district software, the ability to perform intermediate hardware diagnostics, and basic VolP
setup and configuration.

ESSENTIAL DUTIES AND RESPONSIBILITIES
e Supportdistrict and department operations, policies, objectives, and goals.

e Work collaboratively across team units to develop, promote, and support technology solutions for
users.

o Utilize customer service support systems, including call and ticketing systems, to provide
professional technical support and customer service for users with account, connectivity,
hardware, software, or other technical® issues.

e Manage assigned tickets, prioritizing, documenting, and resolving issues promptly and effectively.

e Provide front counter support, answering questions, resolving issues, and assisting users with
hardware and software needs.

e Perform intermediate diagnostics and troubleshooting on computer and network hardware,
including desktops, laptops, printers, and peripherals.

e Setup, configure, and install computer systems, software, and related equipment.

e Troubleshoot and resolve common connectivity issues, including LAN, WAN, and wireless
connections.

e Provide userinstruction and training on district-supported software and hardware.



e Document solutions and procedures for common technical issues.
e Escalate complex or unresolved issues to higher-level support or other teams as needed.
e Assistin maintaining inventory of hardware and software.
e Collaborate with other IT staff to identify and resolve technical problems.
e Stay current with emerging technologies and best practices in technical support.
e Performrelated duties as assigned.
QUALIFICATIONS

¢ Knowledge of: Intermediate computer hardware and software concepts. Operating systems,
including Windows and macOS. Common district-supported software applications. Basic
networking principles and protocols. Intermediate troubleshooting and diagnostic techniques.
Customer service principles and practices. Help desk and ticketing systems. VolP setup and
configuration.

e Ability to: Provide professional and courteous technical support. Diagnose and resolve
intermediate hardware and software issues. Install, configure, and maintain computer systems
and peripherals. Troubleshoot network connectivity problems. Communicate technical
information clearly and concisely to non-technical users. Document technical solutions and
procedures. Manage time effectively and prioritize tasks. Work independently and collaboratively
in ateam environment. Demonstrate patience, empathy, and problem-solving skills.

CERTIFICATIONS, LICENSES, AND SPECIAL REQUIREMENTS
e Avalid Class "C" California Driver’s License is required at the time of appointment.

e Possession of an MTA certification with an emphasis on Windows and Infrastructure or equivalent
knowledge is required.

EDUCATION AND EXPERIENCE
e Education:

o Anassociate degree from an accredited college or university, with coursework in computer
science, computer hardware and software components, operating systems, data
communications software, or a related field.

e Experience:

o Two years of experience in a computer hardware/software user support environment with
an agency, company, or organization; OR one year of experience as a Technical Support
Specialist | with the Clovis Unified School District.

WORKING CONDITIONS

e Work Environment:



o Work s typically performed indoors. Frequent travel to and from sites may be required.
Physical Demands:

o Ability to move to various office and classroom locations, bend, stoop, crawl, climb
ladders, and reach to install cables and equipment.

o Sufficient hand-eye coordination and dexterity to make small component connections.
o Sufficient visual acuity and hearing capability.
o Ability to lift, carry, push, and pull objects weighing up to 75 lbs. occasionally.
o Ability to sit for extended periods.
Hazards:

o Potential safety considerations from physical labor, working in confined areas, and
handling medium-weight, awkward materials. Exposure to noise variations, dust, and
limited ventilation may occur.



