Job Description – Senior Desktop Support Technician
Job Code: IT1702
External Market Title: Desktop Support Technician, Sr.
Divisions:  Atlanta Information Management
Job Summary:
A Senior Desktop Support Technician is responsible for overseeing a team of desktop support technicians or specialists who provide technical assistance and support to end-users within City of Atlanta Information Management (AIM).  Senior DST’s are responsible for immediate responses to High Level Officials’ tickets, i.e.…Mayor’s Office, Executives, CIO, CTO.  They ensure that computer systems and related IT equipment are functioning efficiently, and they play a key role in maintaining a productive and secure computing environment.

Responsibilities:
1. Team Leadership:
· Provide guidance and training to team members.
· Train new employees.
· Assign tasks/tickets and responsibilities to team members.
· Provide supervision for all projects.

2. Technical Support:
· Diagnose and resolve complex hardware and software issues.
· Provide end-user support for desktops, laptops, printers, and other peripherals.
· Install, configure, and upgrade operating systems and software.
· Setup users’ accounts and permissions after imaging process.

3. Incident Management:
· Manage and prioritize service requests and incidents.
· Ensure timely resolution of technical issues.

4. Documentation:
· Maintain accurate records of support activities and configurations.
· Create and update documentation for end-users and team members.

5. Operational Management:
· Perform onsite analysis, diagnosis, and resolution of complex computer problems for end users, and recommend and implement corrective solutions, including offsite repair for remote users as needed.
· Accurately document instances of equipment failure, repair installation and removal, as well as moves and changes.
· Record and manage equipment sent to vendors under warranty or service contracts.
· Install, configure, test, maintain, monitor, and troubleshoot end-user workstations and related hardware and software to deliver required Service Level Agreements.
· Collaborate with LAN technicians/network administrators to ensure efficient operation of the City of Atlanta (AIM) end-user computing environment.
· Where required, administer, and resolve issues with associated end-user workstation networking software products.
· Receive and respond to incoming calls, service desk tickets, email, or chat regarding equipment incidents/tasks.
· Software packaging / package software for SCCM or Intune delivery is required (2+ years minimal experience)
· Software/patch delivery via SCCM, Qualys, or Intune 

Position Requirements:

1. Formal Education & Certification
College diploma or university degree in the field of computer science and/or [3-5] years equivalent work experience.
Knowledge of ITIL (Information Technology Infrastructure Library) or other IT service management frameworks is a plus.
Relevant certifications (e.g., CompTIA A+, Microsoft Certified Desktop Support Technician) is preferred.

2. Knowledge & Experience
Excellent technical knowledge of hardware, software implementation and networking.
Hands-on hardware troubleshooting experience.
Extensive equipment support experience with Window OS and O365.

3. Personal Attributes
Effective interpersonal skills and relationship-building skills.
Strong written and oral communication skills.
Ability to present ideas in user-friendly language.
Understanding of the organization’s (AIM – Acknowledge, Invest, Mitigate) goals and objectives.
Self-motivated and directed, with the ability to effectively prioritize and execute tasks in a high-pressure environment.
Experience working in a team-oriented, collaborative environment.
Strong customer-service orientation.

4. Work Conditions

On-call availability is expected as needed.
Sitting for extended periods of time.
Dexterity of hands and fingers to operate a computer keyboard, mouse, and to handle other computer components.
Lifting and transporting of heavy to moderately heavy objects, such as computers and peripherals.













