
Summary: 
The Service Desk Technician I is an entry-level posi6on responsible for handling first-level support of 
service requests in a professional and 6mely manner. This relates to all technology, including 
worksta6ons, servers, printers, networks, and vendor-specific hardware and soBware. 

Key Responsibili3es: 
1. Provide support rela6ng to technical issues involving Valor Technologies’ and client’s core 

business applica6ons and opera6ng systems 
2. Basic technical support for network components: WAN and LAN connec6vity, home internet 

firewalls and security profile maintenance 
3. Basic implementa6on and support for VPN, remote access applica6ons, etc. 
4. Monitor the remote monitoring and management system alerts and no6fica6ons, and respond 

accordingly via service 6ckets 
5. Maintain client system documenta6on 
6. Communicate with clients as required, keeping them informed of incident progress, impending 

changes and agreed upon outages 
7. Maintain a high level of customer service, percep6on and sa6sfac6on 
8. Consistently exhibit a sense of urgency with regards to customer requests 
9. Work in a team and communicate effec6vely 
10. Work with the Service Desk Lead to ensure requests are routed to the proper resource in order 

to be resolved quickly and efficiently 
11. Escalate service requests that require addi6onal exper6se to higher-level service desk support 
12. Responsible for entering 6me and expenses in Valor Technologies’ PSA system as they occur 
13. Understand business processes and complete work following company guidelines 
14. Enter all work as service 6ckets in Valor Technologies’ 6cke6ng system 
15. Iden6fy client and service delivery areas of improvement 
16. Assist in client solu6on and service delivery team deployments 
17. Other tasks as assigned 
18. Par6cipate in an on-call rota6on 

Qualifica3ons: 
1. High school diploma 
2. One (1) year of IT or related experience, or ac6vely pursuing an associate’s or bachelor’s degree 

in a related field 
3. Computer or network security cer6fica6ons/courses taken into considera6on 

Skills & Knowledge: 
1. Experience with Autotask 
2. Competent understanding of current Windows and Mac worksta6on opera6ng systems, business 

applica6ons, and accessories 
3. Competent understanding of current Android and Apple mobile opera6ng systems and basic 

troubleshoo6ng 
4. Demonstrated technical problem-solving skills 
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5. Ability to mul6task and adapt to changes quickly 
6. Technical awareness: ability to match resources to technical issues appropriately 
7. Service awareness of the organiza6on’s key services for which support is being provided 
8. Understanding of IT support tools, techniques and how technology is used to provide services 
9. Self mo6vated with the ability to work in a fast-paced environment 
10. Perceived capacity to exude personal credibility and professional integrity 
11. Maintain a posi6ve aetude in all situa6ons 
12. Ability to self start, work independently and achieve a high standard to meet mul6ple deadlines 
13. Explicitly proficient communicator 
14. Above-par working capacity to par6cipate in small and large projects with great agen6on to 

detail 
15. Work effec6vely with staff in a team-oriented environment 
16. Adept in developing and maintaining strong rela6onships with management, staff, vendors and 

clients 
17. Exhibit a high degree of professionalism, balanced business judgment, tact and diplomacy 
18. Exhibit above average problem-solving skills, in both mundane and highly-sensi6ve, albeit 

complex situa6ons 
19. Experience with MicrosoB Windows, Apple and Android opera6ng system technologies  
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