Public Service Commission

Job Description Fo'rm

Ministry to prepare and féquest Approval by the Public Service Comm!ssnon Please contact the Performance Improvement Unit Staff of the

“| Job title:

.affice of the Pubﬂc Servloe Commlsslcn if you need helpmg completing this farm.

1 - | Help Desk Technician
2 Post number Allocate the next avallable | 3231
number. This number is to be used in all
subsequent cornespondeace refating to this post.
3 Level suggested by Ministry and determined by | As suggested by or for Director General ...J) (s 2.6
PSC
4 | Mlmstry Education
5 Department _ Finance & Administration
6 LOEStIOﬂ_Where the position is located Port Vila
7 Pui‘po'se.f'wﬁythis Postexists thismight be s | The Help Desk Technician’s role is to ensure proper
one line statement adapted from the Corporate computer operation so that end users can accomplish
Plan or Business Plan for higher level Posts, . . .
business tasks. This includes receiving, prioritizing,
documenting, and actively resolving end user help requests.
Problem resolution involving the use of diagnostic and help
request tracking tools, as well as require that the individual
give in-person, hands-on help at the desktop level.
8 Key Result Areas (ras) refers to generalareasof | 9 | Key Performance Indicators (is) refers o the
outcomes or outputs for which ths_a post/role is responsible. quantifiable measurements that reﬂe_ct the critical suceess of the KRAs,
8.1 | MOE ICT Help Desk System 9.1 | Help Desk System is always running 95% of all
times. Frequent updates of the Help desk system
8.2 | iCT Equipment Record Documentation | 9.2 Inventory shows which PC is allocated to which
user, Check during scheduled ICT Unit
Preventative maintenances on MOE ICT
equipment.
8.3 | Reporting. 9.3 | Monthly/quarterly and Annual reports to IT
Manager.
8.4 | Documentation, Disaster Recovery plan, | 9.4 | Detailed documentation of frequency Help desk
Service Level Agreement requests from clients and provide disaster
recovery plan.
10 Duties and responsmliitles Simple statements starting with an action word; more impertant ones first; less than 10; cover main
areas of work but not detalls you should find in Procedure Manuals. Areas to think of include poliey/ research/ advice, preparing reports;
external commumcatlon administrative; legislative and what this particular job must acmeve For !ower level jobs it will be more specqﬂc e.g.
: deliver, recard, typs, maintain.
10.1 | Take incoming help requests from end users via Phone, document user information including
name department, contact information and nature of the problem
10.2 | Prioritize and schedule problems. Escalate problems (when required) to the appropriate support
| personnel .( Desktop support ,Network Technician and Application and User support)
10.3 | Record, track, and document the help desk request problem-solving process, including all
| successful and unsuccessful decisions made, and actions taken, through to final resolution
through the use of helpdesk software.
10.4 | Provide Users with first point of contact for problems relating to Windows and Microsoft Office.
10.5 | Provide monthly reports on number of Help Desk Calls, helpdesk call resolution time to IT




manager.

10.6 { Document purchase of PCs, which officers they are allocated to and document any changes
either to hardware of PC or should pc be handed down to different user so PC can be tracked for
duration of their use within MOE offices.

10.7 | Install, test and configure new workstations, peripheral equipment and standard software.

11 RGPOI’tS dlrect!y o Title of Post and Level anly [ 12 | bir ectly SUDEWIS&S.TitIe of Pasts and level if any
IT Manager None

13 | Frequent Internal Personal Contacts 14 | Occaslonal internal Personal Contacts
With...(“nternal” means within the Ministry) with...

MOE Users Directors, DG

15 | Frequent External Personal Contacts with... | 16 | Occasional External Personal Contacts
{“Externial” means ather Ministries and the community) - with...
0GCIO ICT equipment Suppllers

17 Impéct'of Detisions () Think of the decisions this Post makes Effective and efficient ICT service delivery
without help on a regular basis {weekly or monthly) to greatly reduce the with improve outputs
risk of serlous things happening, Name the more important thing{s)
detided. (b} If the Post hias a significant Financial Delegation to commit
furids the amourit shiould 316 be stated

18 | Special COl’lditiORS eg. i unusual work hours, equipment or Unusual working hours

_ | -travel ts reduired. ;

19 | Reason for Seeking Approval {e.g.; Routine Revision of New Post
Existing Job- Descnption, New Post, Regrading. State if any overlap or
duplication with existing lob Descriptions or new duties and
responsiblhtles) .

20 CRITERIAS TO BE SELECTED FORTHIS POST
(Allow for some on -the-jeb tralning to bring outsiders up to standard and do not unnacessarily bias the Post to certain people. Remember

' aducatlen is dnly one indicator of capability fo do the Job,) |

20.1. Qualiﬁcation the requlred qualification for the job e.g. certificate, Accredited Certificate/Diploma in IT
'd:pluma, degree )

20.2 | Special Business Educatlon refers to the fleld of study that Information Systems

. wou1d be- preferable

20.3 _'_Experlence &2, nurber of years or level of experlance in 2 to 3 years’ experience in related field

fiting/keyboard work or driving; or, 2.8. low or high level achievements in
- leadershig, cormmunicating; advising, managing resources, writing reports,
__| advising cflents, doing similar type of work etc.

20.4 | Special Skills .. vehicle license, driving record, computer word/ Ms Office
melete. - . _ Adobe Suite

20.5 | Thinking style c.g. an analytical thinker, a practical thinker, creative | analytical thinker, and practical thinker
thinker.....

20.6 Leader_ship Competencies.

20.7 Communicatfonl Interpersonal Skitls ust the skills Listening, writing, reading, oral
required of this position communication skills

20.8 | Behavioural Co'mp‘efencies refers to the personal attributes | Good character

. - |_orcharacteristics needed for the position.

20,9 Language ”Enghsh French and Bislama” is usuial. English or French and Bislama

21 ‘ - ENDORSEMENT WITH NAME, SIGNATURE ANE DATE '

21.1 Prepared in the Mlmstry by .. Name John J. Garoleo . .Sighi, "% ___eg’&

' _ Date 02/ 06 /2014 o

. ; N TS T T, .

21.2 Certified by or for the DG that the Post fits with any Name Jesse Dick Joe. Sign ; ) \# S
Corporate Plan, and is reculred. Date 02/ 06 /2014 LA

21.3 | Checked by OPSC for completeness and cansistency; chieck Sign d:%/ﬁﬁ Naéne _a\r-si M 2t ! .

i,



Name Sign

structure; confirm Level and Post Number (job evaluation process). Date 2&# C /2014

21.4 | DECISION OF PUBLIC SERVICE COMMISSION . E "

S s y_ p U gENT R
Decision: Approved or Deferred or Amended o CRE@“&RY
{Circle the appropriate Decision) - Date J / gﬁt
. e W =} <+ Gt
Date of DeCiSiDn: SRARLA AR YAREET NN RRARSS =1 "5:‘;";;;? __“_,_.’ﬂ-"':}
S
- 21.5

Date 2Yet;/2014




