
Help Desk Technician 
Summary 
Provide first level contact and convey resolutions to user issues in a courteous and professional manner. 
Provide Tier 1, Tier 2 and at times, Tier 3 support to external Third Party Administrators and In-House 
personnel for the Association’s core systems and related systems. Respond to customer requests 
obtained via telephone, email, personal contact. Understanding of technologies and draws on technical 
expertise to analyze, provide solutions, test and document resolutions of issues. Implement an 
acceptable solution that meets the customer's needs in a timely manner. Properly escalates unresolved 
queries to the next level of support and tracks, routes and redirects problems to correct resources. 
Updates customer data and documents activity in the Association’s ticketing system. Documents fixes 
and creates documentation and KB articles for future use. Performs installations and support software 
and systems used by the Association’s internal and external users when required. Create and update 
documentation that identifies and explains the Association’s systems, and how they are supported.  
Takes a lead role in administration and support of at least one core system. 
 
Support of In House personnel also includes user support for computer infrastructure systems and 
desktop PCs, including installation, network account creation and maintenance, problem correction, 
removal/replacement, or other tasks as necessary to ensure continuation of customer work 
productivity. Create, modify user accounts, in Active Directory, and other systems. Installation, upgrades 
and patching of existing programs. Troubleshoot connectivity and functioning of the systems; apply 
known fixes and escalate issues to the outsourced service provider. Able to handle issues that are 
moderately to significantly complex/critical in nature.  Meet the SLA’s established by the IT Department. 
 
Participate in the deployment projects of software and hardware components to customers; document 
workflow processes and software/hardware specific install instructions, and other tasks as directed by 
management. 
 
General Requirements 

 Demonstrated knowledge of standard networking protocols, computing operating systems, & 
LAN/WAN topology. 

 In depth knowledge of Microsoft Office suite and standard business applications. 

 Typically at least 2-4 years in the service and operation of computing hardware and related 
peripherals, with a strong performance orientation. 

 Demonstrated knowledge of computer desktop hardware and applications and computer 
operation. 

 Ability to plan for and organize personal workflow 

 Ability to relate effectively to people and present a positive image for the Association when 
working with external constituents. 

 Effective oral and written communications skills Courteous, flexible and professional attitude 
and behavior when working with external constituents, the Association management, and fellow 
employees. 

 Demonstrated understanding of workplace, health and safety procedures. 
 
Position Education and Experience Requirements: 
1.  Education: A high school diploma and two years of college required. A four-year college degree from 
an accredited university is preferred. 



2.  Experience: Prior experience in a customer service position such as a call center or help desk or 
experience assisting friends and family members with computer hardware and software.   
3.  Special Knowledge: Intermediate  Excel skills, knowledge of claims sufficient to support ClaimCenter 
users with questions, or issues; understanding of the Association client/server environment, that 
includes all data centers; strong working knowledge of MS Office Suite, Knowledge of hardware and 
Windows operating systems environment; iPad support and administration 
4.  Other Experience: One year experience in a Help Desk Information Technology position is preferred.  
 
VI. Physical Requirements: 
Working conditions are normal for an office environment. Work may require occasional weekend and/or 
evening work beyond normal the Association business hours, as requested by a supervisor. Position 
duties essentially depend on sedentary work, consisting of occasional walking, standing, lifting and/or 
carrying 25 pounds maximum. In, addition, willingness to travel by airline or other modes of public 
transportation is essential. 
 


