KERN COMMUNITY COLLEGE DISTRICT

CLASS TITLE: SYSTEMS SUPPORT SPECIALIST |
BASIC FUNCTION:

Under the direction of assigned supervisor, install and support desktops, laptops, application
software, printers, computer labs and related technology for Faculty, Staff and Administrators in
person, via telephone or with the use of remote access tools. Assist with the support of the
college’s information technology systems and applications; these systems include the voice and
data networks, servers, computers, printers, software and applications used by college employees
and students.

DISTINGUISHING CHARACTERISTICS:

The Systems Support Specialist 1 is distinguished from the 11 by a focus on servicing PCs and
related equipment.

REPRESENTATIVE DUTIES:
Diagnose and troubleshoot PC related software and hardware problems.

Coordinate timely resolution of and follow-up on software and hardware problems with all levels of
IT resources including network, server, application, and help desk support operations.

Work with hardware and software manufacturers’ support in handling and if necessary escalating
warranty repair and parts replacement issues.

Log details of support provided in Help Desk trouble-ticketing system;

Advance the use of a knowledge repository to share information among all levels of IT service and
support.

Develop and use workstation configuration management tools and procedures to perform software
distribution, patch management, inventory management and imaging.

Install, configure and support a wide variety of complex software applications that support the needs
of the college faculty, staff and students.

Develop, recommend and use best tools and practices for computer lab management;

Develop and deploy optimized images in timely and effective manner to the campus computer labs
that include a wide variety of both purchased and shareware software packages.

Work with network and server support operations to setup and support effective processes (i.e. Group
Policies, Login Scripts, Roaming profiles, etc...) for providing users with access to resources and
determining the behavior (profile) of all computers on campus.

Assist with the installation, configuration, and support of network (wired, WIFI) equipment and
servers in alignment with district wide IT processes and standards.
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Maintain proper hardware replacement planning information to assist with forecasting the regular
replacement and/or upgrading of desktop, laptop, printer and related technology assets.

Receive, prioritize, and respond to Help Desk Service tickets, incoming calls, and/or e-mails
regarding PC hardware and software problems.

Identify chronic problems and work with Help Desk support operations in performing root-cause
analysis on such problems and finding solutions for reducing or eliminating them.

Receive, prioritize, and complete individual and group requests for hardware or software moves,
adds, and changes.

Work to identify and implement technology standards for on campus technology support or
collaborate with peers across the district to develop best practices and foster continuous improvement
of IT services.

Provide input and recommendations on hardware specifications required to meet the computing
needs of end users.

Help ensure end users are aware of what hardware and software is available for their use and how to
obtain support for all IT services.

Work toward attainment of key support goals such an average response time, mean time to repair,
end-user satisfaction and number of problems resolved within a given period.
Provide brief hands-on training to users in the use of hardware and software.

Maintain system documentation including configuration information for technology you are directly
responsible for.

Stay informed of trends in hardware and software, troubleshooting, automation technologies and
other changes that could improve PC server and support.

Perform related duties as assigned.
KNOWLEDGE AND ABILITIES:

KNOWLEDGE OF:

Hands-on hardware and software troubleshooting and repair.

Knowledge of modern enterprise level Information Technology Systems and processes.

Meaning and use of common technological terms.

Modern office software and software applications, including Windows, word processing (MS-Word),
spreadsheets (Excel), databases (Access, SQL, QBE), desktop publishing

Uses, capabilities, characteristics, and limitations of computer and related equipment.

Modern office procedures and methods.

Correct English usage, spelling, grammar and punctuation.

Have a working knowledge of joining and moving objects within Active Directory.

ABILITY TO:
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Diagnose, troubleshoot and resolve software and hardware problems.

Conduct research into PC issues and products as required.

Develop knowledge-based information to be used by Help Desk services to solve problems.
Operate a computer, tools, components, and peripheral accessories.

Read and understand technical manuals, procedural documentation, and OEM guides.
Instruct users in the use of computer equipment and operating procedures.

Communicate effectively both orally and in writing.

Effectively prioritize and execute tasks in a high-pressure environment.

Work in a team-oriented, collaborative environment.

Establish and maintain cooperative and effective working relationships with others.

EDUCATION AND EXPERIENCE

Any combination equivalent to: Associate’s degree supplemented by college-level course work in
computer software applications, business practices or a related field and one (1) year of increasingly
responsible experience in the use and support of computer software and hardware providing
technological support to a variety of end-users.

OR

High school diploma, GED or equivalent certificate of competency and three years of work
experience such as described in the representative duties section of the specification.

WORKING CONDITIONS:
ENVIRONMENT:
Office environment.

PHYSICAL DEMANDS:

Incorporated within one or more of the previously mentioned essential functions of this job
description are essential physical requirements. The chart below indicates the percentage of time
spent on each of the following essential physical requirements.

1. Seldom = Less than 25 percent 3. Often = 51-75 percent
2. Occasional = 25-50 percent 4. Very Frequent = 76 percent and above

a. Ability to work at a desk, conference table or in meetings of various configurations.
b. Ability to stand for extended periods of time.

c. Ability to sit for extended periods of time.

d. Ability to see for purposes of reading printed matter.

e. Ability to hear and understand speech at normal levels.

f

g. Ability to bend and twist.
h. Ability to lift 50 Ibs.
i. Ability to carry 50 Ibs.
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4 j. Ability to operate office equipment.
3 k. Ability to reach in all directions.
This job description is intended to describe the general nature and level of work being performed. It

is not intended to be construed as an exhaustive list of all responsibilities, duties and skills required
of individuals so classified.
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