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TECHNOLOGY SYSTEMS TECHNICIAN I
DEFINITION

Under general supervision, provides technical assistance to customers, assists users with hardware and software
issues, installs software, and performs related work as required.

EXPERIENCE AND TRAINING REQUIREMENTS

Two years of full-time experience in a technology support position; OR an associate’s degree from an accredited
college or university in information technology or a closely related field; OR an equivalent combination of related
education and experience.

LICENSE OR CERTIFICATE

A valid driver's license is required at the time of appointment and must be maintained for continued employment in
this classification.

DISTINGUISHING CHARACTERISTICS

This is the entry level in the Technology Systems Technician class series, which provides for progression to the next
level upon meeting the requirements of the class and recommendation of the appointing authority. This level is limited
in scope to support duties such as staffing the helpdesk, imaging computers, installing software, hardware and
peripherals, performing basic troubleshooting of user problems, conducting initial computer diagnostics, and
maintaining inventory control of equipment at an enterprise level. This class is distinguished from the Technology
Systems Technician II by the latter having responsibility for the full range of support duties which includes directly
meeting with users for the installation of software, hardware and peripherals, equipment repair, intermediate
troubleshooting of user problems, intermediate diagnostics of computers, and research and development for
department needs.

SUPERVISION EXERCISED

Exercises no supervision.

EXAMPLES OF DUTIES (The following is used as a partial description and is not restrictive as to duties
required.)

Provide first-line support for Washoe County Technology Services, including responding to customer inquiries,
resolving incidents, and escalating requests to the appropriate support group when necessary.

Engage with users to capture detailed information, perform initial diagnostics, and apply standard troubleshooting
techniques to identify root causes and implement resolutions where applicable.

Log, categorize, update, and track incidents and service requests in the IT service management (ITSM) system,
ensuring accurate documentation and progression through to resolution and closure in accordance with established
processes.

Perform preventive maintenance activities on end-user devices and peripherals (desktops, laptops, tablets,
smartphones, printers, scanners) to optimize performance and extend service life.



Install and configure approved software, apply updates, validate proper functionality, and document any errors or
issues in accordance with established change management practices.

Administer user accounts, access rights, and directory services in compliance with security and access management
policies, including account provisioning, modifications, and deactivation.

Conduct initial diagnostics and apply standard fixes for hardware, software, and connectivity issues, escalating
unresolved or complex problems as needed.

Deploy standardized system images to desktops, laptops, and tablets, ensuring alignment with county standards and
departmental requirements.

Coordinate with departmental staff to schedule and perform hardware and software installations, upgrades, and
replacements in accordance with lifecycle management and refresh programs.

Support and maintain specialized hardware and software systems in public safety vehicles to ensure continuous
operational readiness.

Troubleshoot and resolve basic network and mobile device connectivity issues, escalating persistent problems as
necessary.

Process surplus technology assets in alignment with asset management and disposal procedures, including secure
data sanitization, inventory tracking, and preparation for auction, recycling, or donation.

Receive, barcode, and inventory technology equipment and materials upon delivery, ensuring accuracy and
readiness for deployment.

Develop, update, and maintain knowledge base articles, technical documentation, and training materials to support
knowledge management practices and promote self-service resources.

Communicate and reinforce Washoe County Technology Services policies, procedures, and service standards to
end users.

JOB RELATED AND ESSENTIAL QUALIFICATIONS

Full Performance (These may be acquired on the job and are needed to perform the work assigned.)

Knowledge of:
Department/division policies and procedures.

IT service management (ITSM) processes.
Active Directory and related identity and access management tools for managing network resources.

County-approved hardware (desktops, laptops, printers, tablets, smartphones), and software including standard
methods for identifying, diagnosing, and resolving problems.

Tools, materials, and equipment used in the installation, configuration, maintenance, and repair of technology
assets.

Diagnostic and monitoring tools used to identify and remediate system or component issues.

Emerging trends and technological changes in hardware, software, and enterprise systems to understand potential
impacts on current operations.
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Foundational principles of system administration, Voice over Internet Protocol (VoIP), databases, networking,
virtualization, remote connectivity, information security, and group policy sufficient to recognize, document, and
transfer issues to the appropriate IT support teams.

Information Technology Infrastructure Library (ITIL) best practices including but not limited to incident

management, request fulfillment, change management, problem management, asset management, and knowledge
management.

Ability to:
Apply standard troubleshooting procedures to resolve workstation setup, maintenance, and diagnostics issues,
escalating complex problems as needed.

Follow established procedures to analyze information, determine next steps, and escalate issues appropriately.

Install and configure County-approved software, validate installation, and run diagnostics to confirm basic
functionality.

Maintain and update accurate records of incidents, service requests, asset inventory, and work activity in accordance
with ITSM processes.

Identify opportunities to enhance service delivery or documentation and communicate suggestions to the team and
supervisor for review

Install, configure, and deploy County-approved computers and peripherals in compliance with Technology Services
standards and ensure proper setup and basic functionality.

Entry Level (Applicants will be screened for possession of these through written, oral, performance, or other
evaluation methods.)

Knowledge of:
Microsoft Office suite of products to support productivity and collaboration.

Standard practices and procedures for the installation, maintenance, and repair of computer equipment.
Basic principles of information technology, including networking, security, and device configuration.
Information technology troubleshooting methodologies and service desk best practices.

Customer service principles in a technology support environment.

Ability to:
Read, interpret, and apply technical documentation, user guides, and system manuals.

Provide end-user support for PC workstations, printers, tablets, smartphones, and related components.
Assist users in the functions and applications of software and the use of computer systems.

Follow oral and written instructions accurately and efficiently.

Communicate effectively with both technical and non-technical audiences, verbally and in writing.
Uphold information security, confidentiality, and compliance standards in all work activities.

Establish, maintain and foster positive working relationships with those contacted in the course of work.
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SPECIAL REQUIREMENTS (Essential duties require the following physical skills and work environment.)

Washoe County Technology Services employees may be required to respond to and support County operations
during a disaster or emergency.

Ability to work in a professional office environment as well as off-site or field locations.
Ability to lift and move equipment weighing up to 75 lbs.
Ability to work safely in environments with exposure to electrical energy, dust, grease, or chemicals.

This class specification is used for classification, recruitment, and examination purposes. It is not considered a
substitute for work performance standards.
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