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Administrative Office of the Courts

DESKTOP/PC SUPPORT SPECIALIST


Scope of Responsibility
· Provides user support including but not limited to: application acquisitions, user instruction, modification/distribution of application and user support materials, hardware problem diagnosis and resolution, and as needed modifies/customizes applications for individual users (i.e.; query tools, Host Explorer, JRS, Westmate).
· User support groups include: District, Municipal and Juvenile Courts, and Administrative Office of the Courts (AOC) staff.

· Reporting to the Server Group Manager within the Infrastructure Department of the Administrative Office of the Courts, responsible for user support external of the AOC which includes District, Municipal and Juvenile Courts and internal which includes AOC staff.
· Performs work tasks that are routine in nature, however require logical thinking and problem solving skills.  Performs work with minimal supervision within specified areas of expertise.



Essential Activities

· Performs assessment and diagnosis of hardware and application problems to include problem resolution, recommendations and/or referral to other AOC technical resources.

· Performs “troubleshooting” tasks specifically for query tools, Westlaw, and site printer set-up and performance problems.

· Provides users with PC support for hard drives and memory, etc.

· Responsible for maintaining a test environment, which includes configuration and troubleshooting exercises.

· Responsible for the development of users training procedures and outlines documenting resolution of repeated problems.

· Responsible for the automation of installations by assessing and writing batch routine and installation scripts for users and AOC staff.

· Performs other work as assigned.



Key Competencies

· Intermediate to expert knowledge and experience in PC hardware assessment, diagnosis and problem resolution techniques, desktop operating systems such as Windows XP, TCP-IP, and LAN operating environments.

· Proficient ability to formulate conclusions and assessments; adapt to changing application technology; learn and use new application technologies. 
· Proficient ability to work independently and cooperatively; maintain effective work relationships; organize multiple tasks and priorities; learn and implement new concepts; adapt to change; recognize and resolve conflicts; work effectively with persons of differing abilities and skill levels; and analyze and interpret complex issues.

· Demonstrates the ability to identify, analyze, and resolve problems in a consultative process bringing problems and recommendations for solutions.
· Accurately assesses the resources necessary to carry out planned actions.
· Perceives the impact and implication of decisions made regarding resources. 
· Anticipates potential problems as well as opportunities and adjusts plans based on input.
· Approaches and performs work with attention to detail.
· Clearly sees and understands the customers’ expectations and ensures that work products meet those expectations.



Qualifications and Credentials

Associate of Arts degree in computer science, mathematics, or closely allied field AND:

· Two years of experience working in PC hardware and problems assessment and resolution environment to include:

· One year of experience working directly with PC users providing assistance and consultation.

A combination of relevant and applicable experience and education may be considered as substitution for education requirement.


SALARY RANGE: 50
$37,884 to $48,492/ per year DOQ – Effective 9-1-05



· Workweek may fluctuate depending on workload or agency need.

· Overnight travel may be required based on business need.

· This position is not covered under the Fair Labor Standards Act (FLSA).
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