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NETWORK/DESKTOP SUPPORT TECHNICIAN II
DEFINITION
Under general supervision, to install, configure, repair and maintain network equipment, desktop computers, servers, workstations, peripherals, and network components; to provide training and answer questions for users and other IS employees on common applications software and departmental systems and equipment; to assist in monitoring and management of networks; and to perform related work as assigned.

DISTINGUISHING CHARACTERISTICS
This is a full journey level technical classification, requiring knowledge of network systems and involving more advanced desktop technical features.   Positions at this level may provide training or lead direction to others.

SUPERVISION RECEIVED AND EXERCISED

Receives lead supervision from Senior Network Specialist, and reports to the Information Systems Manager and, and may receive technical and functional supervision from other professional staff.

EXAMPLES OF DUTIES
Performs remote and/or on-site diagnostics and troubleshooting using diagnostic software and basic test equipment; analyzes software conflicts, hardware problems, and operation and integration of desktop workstations within the network and internet environment.

Resolves problems related to network and application software, operating system, hardware, and other network issues; refers larger scale or more complex problems to the network manager.

Monitors LAN, WAN and server operations, checks for error and warning messages and takes corrective actions, and performs other network administration duties.

Installs and maintains minicomputer access software, remote access software, and network software.

Adds users, assigns identification and access levels; creates, modifies and deletes network accounts, scheduling, e-mail and other accounts.

Orders hardware and software as necessary.

Performs a variety of PC/desktop support duties as needed including: installs, configures, upgrades, troubleshoots, repairs and maintains desktop computers, and peripherals, including installing and configuring hard, floppy and tape drives, CDROM, cards, memory, and other components, and testing hardware for proper operation; refers major hardware problems to vendors; installs, configures and maintains new and/or upgraded operating systems, drivers, and applications, including applications unique to the department.

Answers and responds to help calls on network, hardware, software and system problems, provides information on software use and/or guides users through basic troubleshooting such as checking connections, rebooting, and simple command line changes.

Attends a variety of meetings and committees; coordinates with users, vendors and others.

Prepares and maintains a variety of logs, records, documentation, training manuals, reports and correspondence.

May conduct training classes in desktop operating systems and office automation software.

May provide training and lead direction to less experienced staff.

Maintains current knowledge of the field including learning new and existing software, applications, databases and hardware through formal, informal and on the job training, and self study.

Other related duties as required.

MINIMUM QUALIFICATIONS
Knowledge of:

Common PC software such as word processing, spreadsheet and database programs.

Network and PC operating systems, and minicomputer emulation products.

Techniques, equipment and diagnostic software used in the assembly, troubleshooting and repair of personal computers.

Network/server configuration, installation, and administration.

Techniques for explaining technical concepts to non-technical users.

Skill in:
Installing, configuring, repairing and maintaining computer hardware, peripherals and components.

Diagnosing and resolving software/interaction problems for PC's, network, and interface systems.

Installing, configuring, modifying and maintaining operating system, application, network, remote access, and specialized software.

Learning applications and functions unique to a department.

Providing training, assisting users in problem resolution, and explaining system and application use.

Establishing and maintaining effective working relationships with those contacted in the course of the work.

Providing lead direction to others.

Education and Experience

A typical way of gaining the knowledge and skills outlined above is:


Equivalent to completion of two years of college level or vocational coursework in computer science or a closely related field, and two years of experience performing network and personal computer/user support.

OTHER REQUIREMENTS
Must possess a valid California driver's license and have a satisfactory driving record; must be willing to work outside of normal working hours.

PHYSICAL DEMANDS
Mobility to work in awkward positions to install and repair computers and peripheral equipment; strength to lift, carry and place computers and related equipment; manual dexterity to operate keyboards, and precision tools and equipment; vision to read printed material and computer screens and color vision to distinguish wiring; sense of smell to detect overheated components; and hearing and speech to converse in person and over the telephone.
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