Labor Category Help Desk Support Descriptions
XIV.
Lan / Workstation Administrator  (level 4-11)
Provide high level of technical support of client workstations and Local Area Networks, including configuration, connectivity, installation and integration, diagnostics, testing, and maintenance.  Work is expected to be the highest quality with minimal review and requires regular exchange of information and task coordination with others inside and outside department.  The position requires the ability to quickly learn and use new products as needs dictate.

Requirements:  

Technical training and certification with minimum four years LAN/Workstation administration experience.  Requires experience with multiple networking environments and topologies, such as Windows NT, Windows 95, System Manager Server (SMS), DHCP, WINS, and major workstation operating systems.  *This position is available at levels 4 - 11 on the Equipment Support rate scale.

XV.
Customer Service Technician (level 2-4)
Provides customer service support and resolution to minor technical problems experienced by customers Responsibilities include direct phone support, minor troubleshooting, tracking, documenting, and resolving technical issues as assigned.  

These issues are hardware, software, and training related and require a timely resolution to minimize customer downtime.  Provides timely information to the customer regarding status of their reported problem.  Performs escalations as required by specifications.

Requirements:  

Bachelor’s degree in computer science, math, or equivalent technical training and experience.  Requires four to seven years of practical/related experience and at least two years customer service experience.  Requires excellent verbal and customer support skills.  *This position is available at levels 2 - 4 on the Equipment Support rate scale.

XVI.
DOCUMENTATION SPECIALIST (LEVEL 2-4)

Creates documentation for management level projects and programs.  Utilizes information mapping on a regular basis as a documentation style.  Analyzes various documents and routinely updates the work.  Proficient with computer graphics, desktop publishing and several other word processing tools.

Requirements:  

Bachelor’s degree in business, English, or equivalent with minimum two years of experience.   Requires excellent writing and interpersonal skills.  *This position is available at levels 2 - 4 on the Equipment Support rate scale.

PROJECT MANAGEMENT


==================================

XVII.
PROJECT MANAGER (LEVEL 6-8)
Responsible for the success of a project.  Success applies to fiscal responsibility, client perception, quality of work product, and development of staff.  Duties include risk and scope management, client interface, building and maintaining product plans, monitoring project progress, compliance with dollar and time constraints, assigning tasks to resources, monitoring staff performance and participating in performance and salary reviews to staff.  Identifies and researches very complex problems using specialized knowledge and skills.  Other duties could include preparing proposals and participating in sales calls.

Requirements:  

Bachelor’s degree or equivalent training and six to eight years experience.  *This position is available at levels 6 - 8 on the Project Manager rate scale.

XVIII.
SENIOR PROJECT MANAGER (LEVEL 9-12)
Responsibilities include all those of Project Manager.  Generally assigned larger or more demanding assignments.  In case of a project which requires multiple Project Managers, given the responsibility of ensuring success of the overall project.  May well have Project Managers as direct reports.  Duties would include ensuring the integration of the efforts of the Project Managers.  Client interface is at a higher level in the client’s management structure.

Requirements:  

Bachelor’s degree or equivalent training and a minimum of nine years experience. *This position is available at levels 9 - 12 on the Project Manager rate scale.

