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Institute, West Virginia
Job Title: 

IT Support Technician
Department/Office: 
Information Technology
Reports to: 

Chief of Staff
FLSA Status:

Non-Exempt
Summary
The IT Support Technician’s role is to ensure proper technology operation and access to facilities and services.  This includes receiving, prioritizing, documenting, and actively resolving end user assistance requests, as well as troubleshooting applications and software, including printing, Office applications, electronic mail, and operating systems.  Problem resolution may involve the use of diagnostic and help request tracking tools, as well as in-person, hands-on help at the workstation or classroom level, including installing, diagnosing, repairing, maintaining, and upgrading all computer hardware and software to ensure optimal performance.  Additionally, delivery of support on the use of various types of software programs efficiently and effectively, as well as assisting in the design, delivery, and improvement of service and application training programs. This position is employed by the West Virginia State University Research and Development Corporation.   
Essential Functions
· Install and repair laptops, desktop workstations, classroom technology, networking and other related systems. 

· Ensure proper configuration and functioning of computers, servers and networks. 
· Provide support in troubleshooting software and hardware problems. 
· Identify and troubleshoot network problems.
· Ensure correct analysis of problems. 
· Provide technical support in the use of business applications.
· Provide technical support and guidance in third party products.
· Provide remedies, solutions and recommendations in a timely manner. 
· Assist and support maintaining a secure environment.
· Develop and implement preventive maintenance measures. 
· Ensure accurate record-keeping of both support transactions and device inventory
Specific Duties and Responsibilities:
· Perform onsite and remote analysis, diagnosis, and resolution of complex computer problems for end users, and recommend and implement corrective solutions.

· Install, configure, test, maintain, monitor, and troubleshoot end-user workstations and related hardware and software in order to maintain established standards and deliver required service levels.

· Maximize efficient and effective use of hardware and software by interpreting instructions, developing training materials, conducting training and answering questions.

· Assess the need for and implement performance upgrades to end-user computers, including the installation and repair of computers and associated peripherals.

· Collaborate with network and server administrators to ensure efficient operation of the campus computing environment.

· Where required, administer and resolve issues with associated end-user workstation network connectivity, including wireless, and software products.

· Receive and respond to incoming calls, tickets, and/or emails regarding technology requests or problem resolution.

· Respond to move, add, and change requests as they are received.

· Ensure that physical connections, e.g., ethernet jacks, phone connections, device cabling, etc., are in proper working order.

· Prepare tests and applications for monitoring system performance, then provide performance statistics and reports.

· Assist in preparing, maintaining, and upholding procedures for security, logging, reporting, and statistically monitoring desktop operations.

· Develop and maintain an inventory of all end-user and classroom computing equipment, including monitors, keyboards, external peripherals, and other components and equipment.

· Maintain historical records by accurately document instances of hardware and software changes and revision, equipment or component failure, repair, installation, and removal.

· If necessary, liaise with third-party support and equipment vendors.

· Conduct research on workstation and software products in support of computer procurement and project efforts; study user and project objectives; evaluate and recommend changes, improvements, and products for purchase.

· Write technical specifications for purchase of workstation hardware and related products.

· Assist in developing long-term strategies and capacity planning for meeting future desktop hardware needs. 

· Maintains professional and technical knowledge by attending educational workshops; reviewing professional publications; establishing personal networks; participating in professional societies.

· Maintains client confidence and protects operations by keeping information confidential.

· Contributes to team effort by accomplishing related results as needed.

Required and Desired Skills and Traits

· Working knowledge of workstation hardware, including Dell (Latitude, Optiplex, and Precision models), HP, and Apple.

· Working knowledge of hardware components, including docking stations, multiple monitors, and network devices.

· Working knowledge of current network protocols, operating systems, and standards, including Network DHCP, DNS, VLAN, Active Directory.

· Hands-on hardware troubleshooting experience.
· Equipment support experience with audio visual devices.
· Knowledge of VoIP telephony systems.
· Ability to operate tools, components, and peripheral accessories.

· Able to read and understand technical manuals, procedural documentation, and OEM guides.

· Ability to conduct research into technical issues and products as required.

· 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 goals and objectives.

· Analytical and problem-solving abilities, with keen attention to detail.

· Self-motivated and directed, with the ability to effectively prioritize and execute tasks in a high-pressure environment.

· Experience and ability to work in a team-oriented, collaborative environment.

· Strong customer-service orientation.
Other Requirements:
A valid driver's license and the ability to qualify to drive a university vehicle.
Supervisory Responsibilities 

This position has no supervisory responsibilities.
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. This job operates in a professional office environment. This role routinely uses standard office equipment such as computers, phones, photocopiers, filing cabinets and fax machines. 

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.

Position Type and Expected Hours of Work
Days and hours of work are Monday through Friday, 8:30 a.m. to 5 p.m. Summer schedule is Monday through Friday, 8 a.m. to 4 p.m. However, due to the nature of the job performed, flexible hours, including evenings, weekends and occasional overnights, may be required. 

Travel
No travel is expected for this position.  

Required Education and Experience
A minimum of an Associate’s degree (Bachelor’s preferred) -or- professional level certification (e.g., CompTIA A+) and demonstrated knowledge, skills, and abilities.   Two years related professional experience.
Additional Eligibility Qualifications
None required for this position.

Other Duties

Please note this job description is not designed to cover or contain a comprehensive listing of activities, duties or responsibilities that are required of the employee for this job. Duties, responsibilities and activities may change at any time with or without notice. 

Work Authorization/Security Clearance
This position is designated as security-sensitive. Before an offer of employment is made, a pre-employment background investigation will be completed, which may include a criminal background check, educational, DMV and prior employment.  

Closing date: This position will remain open until filled. However, first consideration will be given to applicants who reply by July 12, 2024. 
To Apply

Preferred: Information accepted as emailed in a Microsoft Word or PDF format to rdemployment@wvstateu.edu. Qualified candidates may submit a cover letter, resumé, unofficial transcript and contact information for three professional references (name, title, address, phone number, and email address).              
                                                                                                    
Hard copy applications may be sent to:

ATTN: Search Committee for IT Support Technician
West Virginia State University Research and Development Corporation

PO Box 1000, 201 ACEOP Admin. Bldg.

Institute, WV 25112

AAP/EEO Statement

West Virginia State University is an equal opportunity affirmative action institution. No person shall be denied admission to educational program, activities or employment on the basis of any legally protected status, or be subjected to prohibited discrimination involving, but not limited to, such factors as race, color, creed, religion, national or ethnic origin, marital status, citizenship, sex, sexual orientation, gender identity or expression, age, disability, or protected veteran status. Upon request, reasonable accommodations will be made to provide this content into an alternate accessible format. Please contact Carla Boggess at (304) 766-4278 or sayreca@wvstateu.edu.

Concerns and complaints related to bias or equal opportunity in education and in employment based on aspects of diversity protected under federal, state, and local law, or arising under Title IX should be directed to: Carolyn Stuart, EEO Officer, at (304) 204-4018.

Women, minorities, people with disabilities and veterans are encouraged to apply.
