Help Desk Coordinator

New Hanover County Schools
Job Description

Class: Classified
Division: Technology and Digital Learning
Dept: Client Services

TITLE: Help Desk Coordinator

QUALIFICATIONS: 1. High school diploma or equivalent required.
Certifications or coursework in Information Technology
preferred.

3. Two years of technical, analytical, and software support
experience or an associate degree in computer science or a
related field preferred. This role requires solid technical
foundations.

4. Applicants must have prior technical experience working with
computer systems, software platforms, or IT services.

REPORTS TO: Client Services Supervisor / Director of Technology

JOB GOAL: To provide timely and effective first-line technical support for
New Hanover County Schools' staff and students, ensuring
smooth daily operations of technology systems and fostering a
positive customer experience.

ESSENTIAL FUNCTIONS AND RESPONSIBILITIES

1. Follow all rules, policies, and procedures of New Hanover County Schools, as well as
state and federal technology-related regulations.

2. Serve as the first point of contact for all incoming technology work requests via phone,
chat, email, or ticketing system.

3. Provide high-quality technical support and assistance to staff, resolving hardware,
software, and basic network issues.

4. Collaborate with all technical support teams to facilitate quick resolution of more complex
issues.
5. Maintain and monitor the work order system, ensuring timely tracking, accurate updates,

and efficient resolution or routing of all support tickets. To include ticket creation for
users and logging of calls.

6. Coordinate with outside vendors or contractors as needed for specific repairs, updates or
installations.
7. Attend Division and Department meetings to contribute updates on help desk trends,

recurring issues, and support metrics.

8. Process Photo ID Badges through the work order system and ensure they are sent out in a
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timely manner.

9. Process in-coming Technology Division mail/packages, keeping records of packages
received and notifying or delivering to team members/Departments.

10. Perform other related duties as assigned by the Client Services Supervisor or the Director
of Technology

The above statements describe the general nature and level of work being performed by individuals
assigned to this job. This is not intended to be an exhaustive list of all responsibilities and duties
required of personnel so employed.

Terms of Employment: Twelve-month work year/At Will/FLSA Non-Exempt

Starting Salary and/or Grade: 67

Evaluation: Performance of this job will be evaluated in accordance with provisions of the
Board and local policy on evaluation of personnel.

Knowledge, Skills and Abilities:

* Expertise in Microsoft 365 applications (Outlook, Word, Excel, Teams, OneDrive, etc.)

» Strong Diagnostic and troubleshooting skills.

* Exceptional customer service skills with the ability to communicate complex technical
concepts into clear, user-friendly language for non-technical users.

* Collaborative team player with excellent interpersonal and communication skills.

* Excellent attention to detail when managing support tickets, documenting resolutions, and
maintaining accurate technical documentation.

* Maintain working knowledge of modern computing environments, including educational
and enterprise software platforms, cloud systems, and internet protocols. To include
monthly on location hands-on training with various Technology Departments.

* Highly organized and adaptable, capable of prioritizing multiple tasks and managing time
efficiently in a fast-paced service-oriented environment.

*  Committed to continuous learning and professional growth, with a proactive approach to
staying current on emerging technologies, tools, and best practices.

* Ability to interpret and apply school system policies, procedures, laws and
regulations.
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