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Summary

The IT Service Desk Coordinator is responsible for the management of the service desk ticketing
process and ensuring that the IT service level agreement is met. Service requests are to be
documented, assigned, and completed thoroughly and timely. This individual will gather
information to determine the customer’s underlying issue and how this should best be handled;
either by resolving the issue on their own or assigning it to a field technician. This includes
troubleshooting basic problems, resolving account and password problems,
uninstalling/installing software, and assisting with proper hardware and software setup. The
coordinator is also responsible for configuring laptops and desktops and tagging and tracking
inventory.

Essential Duties and Responsibilities include the following. Other duties may be assigned.
Enter and assign tickets timely and efficiently

Perform new installs

Provide assistance to users

Assist technicians as needed

Manage and maintain equipment needs/inventory

Supervisory Responsibilities
This job has no supervisory responsibilities.

Competencies

To perform the job successfully, an individual should demonstrate the following competencies:
Adaptability - Adapts to changes in the work environment; manages competing demands;
changes approach or method to best fit the situation; able to deal with frequent change, delays, or
unexpected events.

Attendance/Punctuality - Is consistently at work and on time; ensures work responsibilities are
covered when absent; arrives at meetings and appointments on time.

Communications - Expresses ideas and thoughts verbally; expresses ideas and thoughts in
written form; exhibits good listening and comprehension; keeps others adequately informed,;
selects and uses appropriate communication methods.
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Continuous Learning - Assesses own strengths and weaknesses; seeks feedback to improve
performance; pursues training and development opportunities; strives to continuously build
knowledge and skills; shares expertise with others.

Cooperation - Establishes and maintains effective relations; exhibits tact and consideration;
offers assistance and support to co-workers; works cooperatively in group situations; works
actively to resolve conflicts.

Customer Service - Manages difficult or emotional customer situations; responds promptly to
customer needs; solicits customer feedback to improve service; responds to requests for service
and assistance; meets commitments.

Dependability - Follows instructions, responds to management direction; takes responsibility for
own actions; keeps commitments; commits to long hours of work when necessary to reach goals;
completes tasks on time or notifies appropriate person with an alternate plan.

Initiative - VVolunteers readily; undertakes self-development activities; seeks increased
responsibilities; takes independent actions and calculated risks; looks for and takes advantage of
opportunities; asks for and offers help when needed.

Innovation - Displays original thinking and creativity; meets challenges with resourcefulness;
generates suggestions for improving work; develops innovative approaches and ideas; presents
ideas and information in a manner that gets others' attention.

Job Knowledge - Competent in required job skills and knowledge; exhibits ability to learn and
apply new skills; keeps abreast of current developments; requires minimal supervision; displays
understanding of how job relates to others; uses resources effectively.

Judgement - Displays willingness to make decisions; exhibits sound and accurate judgment;
supports and explains reasoning for decisions; includes appropriate people in decision-making
process; makes timely decisions.

Organizational Support - Follows policies and procedures; completes administrative tasks
correctly and on time; supports organization's goals and values; benefits organization through
outside activities; supports affirmative action and respects diversity.

Planning/Organizing - Prioritizes and plans work activities; uses time efficiently; plans for
additional resources; sets goals and objectives; organizes or schedules other people and their
tasks; develops realistic action plans.

Problem Solving - Identifies and resolves problems in a timely manner; gathers and analyzes
information skillfully; develops alternative solutions; works well in group problem solving
situations; uses reason even when dealing with emotional topics.

Quality - Demonstrates accuracy and thoroughness; looks for ways to improve and promote
quality; applies feedback to improve performance; monitors own work to ensure quality.

Safety and Security - Observes safety and security procedures; determines appropriate action
beyond guidelines; reports potentially unsafe conditions; uses equipment and materials properly.
Teamwork - Balances team and individual responsibilities; exhibits objectivity and openness to
others' views; gives and welcomes feedback; contributes to building a positive team spirit; puts
success of team above own interests; able to build morale and group commitments to goals and
objectives; supports everyone's efforts to succeed.

Use of Technology - Demonstrates required skills; adapts to new technologies; troubleshoots
technological problems; uses technology to increase productivity; keeps technical skills up to
date.
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Quialifications

To perform this job successfully, an individual must be able to perform each essential duty
satisfactorily. The requirements listed below are representative of the knowledge, skill, and/or
ability required. Reasonable accommodations may be made to enable individuals with
disabilities to perform the essential functions.

Education and/or Experience

High school diploma or general education degree (GED); or one to three months related
experience and/or training; or equivalent combination of education and experience.

2+ Years Ticketing System Experience ,2 + Years Technical Support ,2+ Years Customer Service
Support

Language Skills

Ability to read and comprehend simple instructions, short correspondence, and memos. Ability
to write simple correspondence. Ability to effectively present information in one-on-one and
small group situations to customers, clients, and other employees of the organization.

Mathematical Skills

Ability to add, subtract, multiply, and divide in all units of measure, using whole numbers,
common fractions, and decimals. Ability to compute rate, ratio, and percent and to draw and
interpret bar graphs.

Reasoning Ability

Ability to apply common sense understanding to carry out instructions furnished in written, oral,
or diagram form. Ability to deal with problems involving several concrete variables in
standardized situations.

Computer Skills
To perform this job successfully, an individual should have knowledge of Athena Database
software and Microsoft Office.

Certificates, Licenses, Registrations
N/A

Physical Demands

The physical demands described here are representative of those that must be met by an
employee to successfully perform the essential functions of this job. Reasonable
accommodations may be made to enable individuals with disabilities to perform the essential
functions.

While performing the duties of this Job, the employee is regularly required to stand; walk; sit;
use hands to finger, handle, or feel; reach with hands and arms; climb or balance; stoop, kneel,
crouch, or crawl and talk or hear. The employee must frequently lift and/or move up to 10
pounds and occasionally lift and/or move up to 25 pounds. Specific vision abilities required by
this job include close vision, distance vision, color vision, peripheral vision, depth perception
and ability to adjust focus.
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Work Environment

The work environment characteristics described here are representative of those an employee
encounters while performing the essential functions of this job. Reasonable accommodations
may be made to enable individuals with disabilities to perform the essential functions.

The noise level in the work environment is usually moderate depending on the business activity
of the office.

Receipt and Acknowledgement

| acknowledge and understand that:

* Receipt of the job description does not imply nor create a promise of employment, nor an
employment contract of any kind, and that my employment is at-will.

* The job description provides a general summary of the position in which I am employed, that
the contents of this job description are job requirements and, at this time, | know of no
limitations which would prevent me from performing these functions with or without
accommodation. | further understand that it is my responsibility to inform my supervisor at any
time that I am unable to perform these functions.

* Job duties, tasks, work hours and work requirements may be changed at any time.

* Acceptable job performance includes completion of the job responsibilities as well as
compliance with the policies, procedures, rules and regulations of the Home and the Corporation.

* [ have read and understand this job description.

Print Employee Name:

Employee Signature:

Date:
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