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TECHNOLOGY SYSTEMS TECHNICIAN II
DEFINITION

Under general supervision, provides advanced technical support for County technology systems and services;
resolves incidents and fulfills service requests related to hardware, software, and connectivity; installs, configures,
and maintains technology assets; participates in departmental projects and service improvements; and performs
related work as required.

EXPERIENCE AND TRAINING REQUIREMENTS

One year of full-time experience in a technology support position AND 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 journey-level class in the Technology Systems Technician series, responsible for a full range of technical
support activities including direct customer engagement, installation and configuration of hardware and software,
equipment repair, intermediate-to-advanced diagnostics, and participation in departmental projects and research
initiatives. Incumbents at this level are expected to diagnose and resolve more complex incidents, escalate issues to
specialized teams when appropriate while ensuring follow-up and resolution, apply Information Technology
Infrastructure Library (ITIL) service management practices to improve reliability, performance, customer
satisfaction, and contribute to knowledge sharing, training, and continual improvement initiatives. This class is
distinguished from Technology Systems Technician I by its greater complexity of work, higher level of independent
judgment, and reduced need for supervision. It is distinguished from the Senior Technology Systems Technician in
that it does not include lead responsibilities.

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 field and remote support for County technology products and services by responding to customer inquiries,
resolving incidents, and escalating complex issues to appropriate teams as required.

Engage with users to capture detailed information, perform intermediate diagnostics, and apply advanced
troubleshooting methods to identify and resolve technical issues.

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 line with ITIL best practices.



Maintain and support specialized technology systems, including hardware and software, in public safety vehicles.

Diagnose and resolve connectivity issues for cellular, wired, and wireless networks escalating persistent or complex
issues when necessary.

Act as liaison between users, vendors, and internal teams to investigate issues, evaluate solutions, and provide
recommendations.

Perform preventive maintenance on computers, mobile devices, peripherals, and printers to optimize performance
and extend service life.

Install, configure, and update approved software; modify registry settings; and document errors or solutions in
accordance with change management and service management processes.

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

Conduct intermediate 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.

Detect, report, and remediate unauthorized software installations to ensure compliance with County security
policies.

Research, analyze, and implement information technology projects ensuring solutions are functional, compatible,
and aligned with County policies and standards.

Contribute to the design, development, and deployment of applications, hardware, and software systems to meet
departmental needs.

Develop and maintain knowledge base documentation, technical procedures, and training materials in support of
knowledge management practices.

Represent Technology Services on committees, meetings, and project teams related to information technology
initiatives.

Provide individual and group training to County employees on software, hardware, and best practices.

Provide training and mentoring to new Technology Services employees on procedures, systems, documentation and
departmental policies.

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.

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

JOB RELATED AND ESSENTIAL QUALIFICATIONS

60015830 (Technology Systems Technician II) Page 2



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.

County approved software, computers, laptops, printers, tablets and smart phones including methods for identifying
software and hardware problems.

Diagnostic and monitoring tools used for advanced troubleshooting of hardware, software, and network-related
issues.

Microsoft Active Directory for managing network resources, user accounts, and access in alignment with access
management practices.

Methods, materials and equipment used in the installation, maintenance and repair of computer systems, networks
and peripherals.

Foundational concepts of system administration, Voice over Internet Protocol (VoIP), databases, networks and
virtual networks, remote connectivity, internet, security, and group policy with the ability to escalate to specialized

support teams following incident and request management processes.

Principles of incident management, problem management, change management, access management, asset
management, and knowledge management following current ITIL guidance.

Technological trends and their implications for enterprise IT systems.

Ability to:
Analyze information, anticipate potential service issues, and recommend effective solutions in alignment with
problem management and continual improvement practices.

Interpret and apply technical documentation, knowledge articles, and system guides to resolve incidents and fulfill
service requests.

Plan and oversee the deployment of system images and desktop configurations in compliance with County standards
and department specialized needs.

Train other Technology Services staff on how to install, configure, and deploy County-approved computers and
peripherals in compliance with Technology Services standards and ensuring proper setup and functionality.

Diagnose and resolve more complex hardware, software, and network issues; escalate and coordinate resolution
where necessary.

Collect and analyze technical data, identify root causes, and implement corrective measures.
Run and interpret advanced diagnostic software and use specialized tools to determine component failures.
Stay current with emerging trends and advancements in hardware and software technologies.

Contribute to continual improvement initiatives by recommending and implementing process or service
enhancements.

Apply incident management practices to diagnose and resolve issues during network and workstation setup,
maintenance, and diagnostics.
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Serve as a team lead or project lead on information technology projects, coordinating cross-team activities and
delivering on project objectives.

Mentor and provide guidance to staff and contribute to knowledge management, training, and continual
improvement initiatives.

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

Knowledge of:
Core principles of information technology, networking, and system administration, and how they align with ITIL

service management practices.
Microsoft Office suite of products to support productivity and collaboration.

Emerging hardware and software technologies with the ability to apply continual service improvement principles
to adapt support and services.

Computer hardware components (CPU, memory, storage, input/output devices) and their functions.

Common operating systems (Windows, i0S, Android) including basic navigation, configuration, and user settings.
Safe handling practices for technology equipment, including ESD precautions and basic cabling standards.
Security practices such as password management, phishing awareness, and acceptable use policies.

IT service desk functions and workflows including incident logging, categorization, and escalation paths.

Ability to:
Assemble, configure, and maintain end-user technology including PCs, mobile devices, and peripherals.

Assemble and install PC workstations, networks, and peripherals in accordance with industry best practices.
Perform troubleshooting for computer equipment including printers, tablets, smart phones and other technologies.

Deploy County-approved software, perform diagnostics, and validate installations to ensure compliance with
service and security requirements.

Provide user support on applications and technology systems in alignment with service desk and request fulfillment
processes.

Document, update, and track activities within the ITSM system to ensure accurate records and adherence to incident,
request, and change management practices.

Follow documented processes, procedures, and work instructions.

Communicate effectively with both technical and non-technical stakeholders, verbally and in writing, to improve
customer experience and service outcomes.

Collaborate with end users during setup, troubleshooting, and repair of PC workstations, computers, and
components.

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 in 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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