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INFORMATION TECHNOLOGY SPECIALIST I

HELP DESK (Cont’d)


MONTANA JUDICIAL BRANCH

INFORMATION TECHNOLOGY SPECIALIST I

HELP DESK

Nature of Work:

This position is responsible for responding to trouble calls from computer users throughout the state.   Duties include resolving problems using a combination of approaches including analyzing the problem, walking the user through a solution or reporting problems to technicians.   Additional responsibilities include tracking all calls and ensure follow-up occurs in a timely manner.

Work is performed under the supervision of the Information Technology Project Manager.

Essential Functions:

· Performs needs assessment through interview data and observational data, identifying technical information to analyze problems, drawing conclusions and devising solutions.

· Understands the functionality of the court case management and accounting systems, and the varied court business practices.

· Provides help desk and phone support to end-users.

· Informs supervisor and help desk of end-user problems and resolutions to assist in providing better service.  Maintains resolutions database and logs help desk calls.

· Applies knowledge of the principles, practices and methods of the accounting field to a variety of professional assignments and complex tasks.

· Independently analyzes and solves financial problems, performs calculations, and prepares bank reconciliations.

Knowledge, Abilities and Skills:

· Knowledge of personal computers and standard software applications.

· Must possess a thorough understanding of financial/accounting principles and business processes.

· Must possess excellent customer services skills and the ability to clearly explain complex material.

· Must be a proficient user in the Microsoft Office Suite, as well as possessing the ability to quickly and competently learn proprietary and industry specific software.

· Must possess strong organizational skills and have a demonstrated competency to communicate effectively, both orally and in writing.

· Must be able to work as a member of a team and possess the ability to establish and maintain effective working relationships with staff members of varying technical abilities.

· Requires the ability to work independently, set priorities, and meet deadlines.

Working Conditions:

Business office setting, and the ability to sit at a desk for a lengthy period.

Physical Demands:

Work involves a significant amount of standing, walking, sitting, talking, listening, and reaching with hands and arms; must be able to transfer up to 25 pounds.

Qualifications: 
 Minimum qualifications would include graduation from high school and at least two years of experience with computers. 
Licensure and Certification Requirements:

Montana driver’s license; proof of insurance if using a personal vehicle on State business.
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