Manager of Helpdesk Services—Job Description
St. Olaf College

May, 2008

ABILITIES, KNOWLEDGE, AND SKILLS

*
B.A. or B.S. degree

*
3 to 5 years experience working at a Helpdesk, Helpline, or similar position

*
Must have at least 1 year supervisory experience; student supervision desirable

*
1 to 3 years experience working in an educational setting (higher education preferred)

*
Effective managerial, supervisory and interpersonal skills

*
Fluent with the Mac OSX operating system; experience with Windows

*
Fluent in the use of Web2.0 technologies

*
Experience with multi-media applications; fluency with scanning technologies, Photoshop, and Dreamweaver a plus.

*
Experience using Course Management System; Moodle experience preferred.

*
Well-versed in the MS Office suite of software.

*
Experience with educational technology teaching and learning tools (projectors, document cameras, integrated teaching stations, etc.) preferred.

*
Ability to work in a fast-paced, high stress position.

*
Ability and desire to work effectively in a team environment.

The Manager of Helpdesk Services is a member of a team-oriented staff and shares in the responsibility of providing the St. Olaf community with technology support services. The Manager of Helpdesk Services is responsible for developing a robust umbrella of support services that ensures that client questions and problems are resolved in a timely and professional manner.  The Manager of Helpdesk Services is responsible for developing and managing the IIT client support programs including the IIT Helpdesk, the off-site IIT Rolvaag Library Student Helpdesk, the Virtual Helpdesk (to be developed), and the IIT trouble ticket system.  The Manager of Helpdesk Services is also responsible for managing the IIT student employee program.  The Manager of Helpdesk Services supervises a staff of student employees (approximately 120 hours weekly) and, depending on the candidate’s experience level, a small team of professional staff.   

45%—IIT CLIENT SUPPORT SERVICES

--Manage the IIT central Helpdesk services.  Duties include supervising both student and professional staff, preparing appropriate training materials, developing and presenting workshops, and ensuring that the services provided meets the needs of the faculty, staff, and students.  The Manager of Helpdesk Services is also responsible for developing annual and long-term plans and budgets.

--Manage the IIT Student Helpdesk located in Rolvaag Library.  Duties include ensuring that the services provided at the Student Helpdesk complement those provided at the central Helpdesk, supervising student employees, preparing appropriate training materials, budgeting and planning, developing and presenting workshops, and collaborating with the Library staff to ensure that the Student Helpdesk service are meeting the needs of the Library patrons.

--Develop, recommend, and manage services and programs that provide timely and professional support and help services to the St. Olaf community.  Duties may include tasks such as performing client needs assessments, researching best practices used at other institutions, holding client forums, etc.

--Develop an IIT Virtual Helpdesk program including virtual help services, on-line documentation and databases, live virtual support, etc.

--Monitor and manage the work orders entered into the IIT trouble ticket system (currently Clientele).  Duties include recommending goals and objectives for work orders (timeframe, prioritization, and follow up), daily review of all work orders, assignment of work orders to appropriate staff, scheduling site visits, alerting staff to outstanding work orders, performing follow up calls and auditing, preparing monthly summaries, and alerting the Director to problems and issues. 

--Prepare and present monthly reports of Helpdesk activities and services.  The report would contain items such as usage statistics, problem summaries, resolution statistics, etc.

--The Manager of Helpdesk Services will teach occasional workshops and seminars to the St. Olaf community through the IIT Education and Seminar program.  

45%— EMPLOYEE AND STUDENT MANAGEMENT AND SUPERVISION

--Select, train, supervise, and review student employees (approximately 120 hours weekly).  Duties include developing hiring standards, a detailed and rigorous training program, work policies and procedures, training materials (workshops and documents), work metrics, and an appropriate method to evaluate the student employee’s work.  The Manager of Helpdesk Services is also responsible for determining the appropriate personnel structure for the operation.

--Manage the overall IIT student work program.  Duties include working with staff to develop yearly student employee salary budgets, developing policies and procedures for hiring, training, and managing students, managing the IIT student work budget, overseeing the submission of student timecards, developing a training program and educational materials for all IIT students and, in conjunction with the Director determine annual student employee allocations among the IIT staff.

---Schedule, train, supervise, and review a team of IIT professional staff.  Duties include developing a detailed and rigorous training program, develop work metrics, and in conjunction with the Director develop work policies and procedures and appropriate methods to evaluate the employee’s work.  

10%—STAFF WORK

--Attend all staff meetings.

--Evaluate new technologies and software appropriate to St. Olaf.

--Work with staff to prepare software for offices, departments, and public and lab facilities. 

--Work with other staff to provide documentation and handouts on the programs and services IIT provides to the community.

--Prepare monthly activity reports.

--Serve on teams as requested.

--Perform other duties as requested by the Director.

