Work-study Job Description Form
University of the Incarnate Word

Department: Technical Support Services/Help Desk

Location: 3 £ Mabee Library, Media Center
Supervisor: Christina Phillips

Supervisor Phone: 210-805-2721

Supervisor E-mail: cgphilli@uiwtx.edu

Job Title: Help Desk Analyst

Hourly Pay Rate (cannot be updated mid-year): $g8.00

How is the pay rate determined? (check all that apply)

(]| Experience [1| Grade Level Other:

Purpose/Role of the position:
Phone Support, Customer Service

General Length of FWS Agreement: Annual basis @ Semester basis

Job Description and General Duties:

- Responsible for providing Level 1 hardware and software support to clients.

- Both walk-in and over the phone support for both PC and Mac systems.

- Analyst will take in-coming calls and walk-in help requests for which they will document daily task in tracking system.
- Logically troubleshoot common support issues.

- Provide communication on all escalated issues to management and other support teams.

- Help Desk or other related IT support experience or Call Center Operation (a plus, but not necessary).

**Dress code enforced: Example-NO athletic wear, NO open toed shoes**

Special Skills:

- Good interpersonal skills / Customer Service skills
- Must have good verbal, written, and listening skills
- Experience with MS Office Suite and Windows and Mac (helpful, but not necessary).
- Minimum Experience: 1/2 to 1 years of Customer Service experience
(IT preferred but not required.)

Community Service- Does this position perform any job duties that support the creation or execution

of community service opportunities and/or events? — YES NO |O

**Supervisors: Please indicate if employee will be required to lift, stand for extended periods of time,
wear closed shoes, uniforms, protective eyewear, etc.**
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