HP Enterprise Services Navy-Marine Corps Intranet/COSC Agreement

Technical Service Rep II
The NMCI helpdesk employs agents at the Tier I and Tier III level. A majority of the staff is at the Tier I level.  The following is a brief description of the Technical Solutions Rep II position. This document provides a brief overview of the position and basic requirements. 
Technical Service Rep II
All new employees must have Security + Certification within 6 months of hire.
Priority of hire goes to applicants with Security +, Net + and A+ Certifications.  Security + Certification Training and testing vouchers are available for qualified candidates.

Analysts ultimately report to a Supervisor, but take direction from a Shift Lead.  Analysts are the core component of the NMCI ISF operation since they handle all incoming calls from the NMCI customers. 

General responsibilities include but not limited to:

· Handle incoming customer calls

· Gather information about the customer’s problem

· Create a ticket for all customer inquiries

· Perform troubleshooting and problem resolution

· Communicate resolution to customer

· Perform problem resolution follow-up

· Provide first-level and second level user administration support

· Active Directory user administration tools,

· network drive mappings, 

· printer mappings

· Provide first-level and second level application software support

· Navy legacy applications

· Windows applications

· MS Office

· Outlook

· Provide first-level and second level network support

· General network trouble shooting

· Remote Access Services via VPN or Dial Up

· Provide first-level and second level general trouble shooting

· PC hardware

· Printers

· PDA such as Palms and Blackberry

· Provide status to pending trouble tickets in a timely fashion, per policy

· Review all open tickets on a regular basis and follow up

· Identify responsible group for problem resolution when necessary

· Escalate or transfer a problem to the next level when necessary

· Document and communicate steps taken in troubleshooting process

· Provide accurate information and documentation in the ticket

· Close all tickets when problem resolved satisfactorily

· Provide customer with ticket information and ticket number

· Provide customer with ticket status when requested

· Follow-up with customer when tickets are resolved in order to close ticket

· Maintain and improve knowledge of Service Desk procedures and tools

Holidays

Candidates may be required to work holidays

Weekends and non standard schedules:

Candidates may receive a schedule that requires weekends or evenings.
Clearance

Candidates must have an interim secret security clearance before starting on the service desk.
Benefits

Medical, Dental, Vision, EAP and Life Insurance.  Benefits effective upon start date.
Vacation amount is based on date of hire.

Pay
$11.05 per hour

