
Job Title
WVLS PC Support Specialist 
Classification
Nonexempt; Full Time
Definition
The Wisconsin Valley Library Service (WVLS) PC Support Specialist is responsible for providing professional and courteous technical support to libraries via telephone, e-mail, help desk, remote access, and on-site visits. This position is also responsible for providing technical tips and consulting for the WVLS staff and member library staff.  
This position provides support and services to WVLS staff as well as thirty-six remote locations (public libraries and/or branches) in seven counties.  
The WVLS PC Support Specialist is a member of the WVLS Technology Team. WVLS collaborates with other WI systems to provide technology services to member libraries. The WVLS PC Support Specialist position shares lead responsibility in working with computer hardware and software, peripherals, and handheld devices in partnership with other Wisconsin public library systems (including the LEAN WI partnership). The PC Support Specialist reports to the WVLS Director and WVLS CIO.

General Duties/Examples of Work
· Provides professional and courteous technical support to WVLS staff onsite and to WVLS member library staff remotely.

· Provides computer and network troubleshooting via the telephone, e-mail, help desk, remote-control software, and on-site visits. Examples include: installs software and peripherals such as printers and scanners; creates and maintains up to date OS Images for deployment via Windows Deployment Services; sets up secure and up-to-date computers and installs onsite; and removes spyware, malware, and viruses from computers.

· Assists with production network environment and application services.

· Tracks and documents individual support issues using helpdesk platform.

· Creates and maintains technical and operational documentation.

· Works in a collaborative environment to assess and evaluate current practices and tools and provides recommendations for new tools and updating best practices. 

· Assists with drafting and implementing the technology plan.

· Researches and recommends hardware and software acquisitions for WVLS, member libraries and partnering public library systems and their member libraries.

· Provides solutions for technology-related problems and investigates new technologies.
· Purchases technology-related equipment and maintains appropriate records.

· Provides technology consulting services to WVLS staff and libraries with special emphasis on personal computers.

· Visits libraries and attends local library board meetings as necessary.

· Provides technology-related continuing education for libraries and WVLS in one-on-one, small, or large group workshops.

· Maintains WVLS inventory of technology equipment and supplies.

· Generates reports from Sierra, the Integrated Library System product used by the WVLS V-Cat Consortium.

· Performs other activities as requested by the WVLS Director and/or WVLS CIO.

· Regularly engages in professional development activities.

Knowledge, Skills, and Abilities

· Advanced knowledge of MS Windows desktops (Windows 7 and later) and MS Office suites (2013 and later).

· Advanced knowledge of local area wired and wireless networking.

· Working knowledge of wide area networking, router and firewall configuration, subnet planning and management, and VLAN implementation and management.

· Proficient with Active Directory, permissions, file and printer sharing, and Windows Client/Server environments.

· Proficient with analytical and troubleshooting skills. 

· Knowledge of SQL preferred.

· Strong interpersonal skills and ability to foster and maintain cooperative and courteous working relationship with WVLS, partner library systems, and library personnel.

· Ability to professionally interact with users and to work effectively and cooperatively as a team member.

· Strong written/oral communication skills and demonstrated ability to present complex technical issues to internal and external colleagues and end users who possess varying degrees of technical experience.

· Strong customer service orientation and skills with a commitment to quality, accuracy, and efficiency.

· Proficient in identifying and solving technical problems.

· Ability to perform assigned tasks independently and at times with minimal supervision.

· Must have a valid Wisconsin driver’s license and means of transportation.  Must be able to travel in-system and/or to state-level functions.
 Education and Experience

· Bachelor’s Degree in Information Technology or related program is highly desirable.

· Associate Degree with two years of experience in Microsoft Windows Professional, MacOSX, Microsoft Windows Server, Active Directory, Local Area Networks, Wide Area Networks, software installation, hardware installation and configuration, help desk support would be considered.
· Experience training people in computer applications is required.

· Experience in library automation, high-speed telecommunications, virtual machine software, and group policy is desired as well as experience working with very small organizations.
Mental Requirements

· Analytical Skills:  Resolve novel and diverse work problems; identify problems and potential areas for improvement; utilize available information sources in decision making; develop feasible, realistic solutions to problems. Ability to interpret an extensive variety of technical instructions and deal with abstract and concrete variables. Ability to prioritize workload.
· Communication Skills:  Effectively communicate ideas and information both in written and oral forms and in Standard English; receive incoming information with sometimes erroneous statements or misuse of terminology and be able to process it and work through the conversation successfully, maintaining a positive attitude and demeanor.
· Reading Ability:  Effectively read and understand information contained in professional resources, documentation, memoranda, reports, and bulletins.
· Mathematical Ability:  Perform basic arithmetic [addition, subtraction, multiplication, division] using whole numbers, common fractions, and decimals. Compute rate, ratio, percentage, and draw and interpret bar graphs. Work with mathematical concepts such as probability and statistical inference.
· Time Management:  Manage multiple support incidents, set priorities, and meet project and assignment deadlines.
Physical Demands 

· This position may involve these physical tasks:  To occasionally sit; use hands to write, grasp, use hand held tools, and type; talk; hear; stand, walk, and reach with hands and arms; and lift and/or move up to fifty (50) pounds.

· Specific vision abilities which may be involved with this position include close vision, distance vision, depth perception, and ability to adjust or focus.

· The ability to drive is required.

Work Environment

· Extremely friendly and courteous work environment.
· While performing the duties of this job, may be exposed to risk of electric shock.

· Heated and air conditioned office environment.  Noise level is usually low to moderate.

· Computer equipment may need to be lifted and carried and placement of equipment may lead to being in awkward positions or circumstances on occasion.

· Consistent attendance is mandatory.

· Travel may be required for various reasons including (but not limited to) on-site work at member libraries and Regional Data Center; conference, workshop, and/or educational venue attendance; and collaborative projects with other public library systems.
