	New or Replacement:
	Replacement

	Date posted:
	12/21/07


Position Title:  Help Desk Manager
Location:  San Antonio main campus

Office/Department:  LITS

FLSA Status (Exemption Category):  Non-Exempt

Work Status: Full time

Reports To:  Director of User Support & Instructional Technology

Supervisory Responsibility:  N/A

Created/Revised by (Date):  E. Smith (12/19/2007)

Approved by (Date):  Jim Miranda
Job Summary:
Oversees OLLU Help Desk operations, providing oversight for end-user support.
Provides end user support, computer software and hardware support, under the direction of the Director of User Support and Instructional Technology.
Essential Functions:
1. Provides Level 1& 2 hardware/software and network triage support.
2. Must have a strong focus on customer service.

3. Oversees Help Desk tickets, escalations, customer satisfaction ratings and performs data analysis to ensure efficient Help Desk operations, and provides weekly/monthly reporting to management.

4. Ensures that user data related to trouble tickets, surveys, service desk performance, computer lab usage and software are being collected and are readily available.

5. Revise and manage the development and ongoing monitoring of Service Desk Service Level Agreements and advise the Director of USIT as required.
6. Correctly resolves/routes hardware, software, and network help desk problems.
7. Responsible for the timely resolution of user technology-related issues.
8. Assists OLLU members with remote access and wireless services.

9. Maintains and updates computer lab electronic security swipe systems, and monitors security of equipment in classrooms.

10. Researches new and innovative software/hardware solutions to improve department efficiency.

11. Coordinates support with the OLLU Lab Manager to ensure computer lab and classroom software and hardware are functional and operating at optimal performance.

12. Working with the Director of User Support and Instructional Technology, responsible for building and maintaining a high-performance Service Desk team. 

13. Responsible for ensuring that Service Desk personnel (analysts and work-study staff) are properly trained and informed in both technical support aspects and OLLU policies and procedures.

14. Performs routine maintenance of classroom instructional technology equipment.

15. Maintains and provides instructional technology and software support to faculty.

16. Provides “just-in-time” assistance to instructors, staff and students using technology.

17. Installs, configures, secures, and regulates software access from the network for all clients.

Additional Responsibilities:
1. Supports ISD operations under the Director of User Support and Instructional Technology.

2. Rotates after-hours and weekend “on-call” duties.

3. Rotates work hours as assigned by Director of User Support and Instructional Technology. 

4. Performs other related duties as assigned.

5. Participates in professional development and campus committees.

Knowledge, Skills, and Abilities:
1. Knowledge of computer hardware, software, and network technology.

2. Knowledge of and experience with Apple OS workstations and server, including PowerMac G Series and X Serve server technologies.

3. Knowledge of electronic mail and communications software.

4. Knowledge of protocols, services, and telecommunications to support Internet and remote access.

5. Experience with multimedia hardware, software and production (CD/DVD, video/audio taping, video conferencing, satellite downlinking, streaming media).

6. Ability to learn and understand technological information quickly.

7. Ability to troubleshoot and solve computer equipment and software problems efficiently with little or no direct supervision.

8. Physical abilities necessary to reach heights of six feet, to maneuver in spaces of 24 inches in width where network equipment is located, and to lift equipment up to 30 lbs.

9. Strong supervisory, managerial, customer service and organization skills.

10. Good verbal and written communications skills including operations and industry reports.

11. Basic web authoring and maintenance skills.

Education and Experience Requirements:
1. One year of full time PC and Macintosh (Apple) support or help desk experience.

2. Associate degree or equivalent hours in computer-related discipline.  Bachelor's degree preferred.

3. Experience in a communications or audio visual environment helpful.

4. Microsoft certification preferred.

	Minimum Starting Pay Rate:  Actual rate offered subject to qualifications

	Applicant deadline:  Open until filled


OLLU seeks to attract, develop and retain the highest quality staff and administrators.  The University is committed to diversity and strongly encourages applications from women and minorities.  EOE

