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TSS HELP DESK 
 

DEFINITION 
 
Under the direct supervision of the Management Information System (MIS) Director, 
coordinates all MIS work orders and user help requests district-wide and provides general 
secretarial help to the MIS director and department members as needed; answers help 
desk calls or redirects calls and assists users by tracking, and facilitating the resolution of 
computer or network related problems reported by users. 
 
ESSENTIAL FUNCTIONS 
 
Documents, in cooperation with other MIS department staff, practices and procedures for 
all technical processes for users district-wide; maintains Director’s schedule and filters 
correspondence and calls, types letters, memos and other documents such as work and 
purchase orders; provides first-line support services to District computer and network 
users as it relates to basic technical inquiries; maintains timesheets and other regular 
department paperwork, especially basic technical inquiries; maintains timesheets and 
other regular department paperwork; especially work orders; uses basic mathematics to 
perform daily duties such as checking expense and mileage reports using calculators or 
computer programs; uses newest technologies to facilitate MIS work flow; refers users’ 
problems, through work order system, to appropriate MIS staff and follows up with end-
users to insure that their inquiries have been addressed; maintains adequate stock and 
supplies for all MIS materials; assists in maintaining equipment records and warranties 
for all district technical equipment and informs appropriate staff of needs; aids  in 
preparing production and work schedules and production calendars; assists in procedures 
for backups, including archiving; assists department coordinator in scheduling and 
processing of both production and special requests; coordinates department calendars; 
assists in maintaining accuracy of district’s technical databases; maintains administrative 
files; other work as required. 
 
DESIRABLE QUALIFICATIONS 
 
Knowledge of: 

 Current technical equipment, practices, and procedures in order to accurately route 
work;  

 Modern office procedures and practices;  
 Effective written and oral communication;  
 Business computer systems and other technical equipment used district-wide is 

highly desirable;  
 Mathematics and basic accounting/budgeting principles;  
 Basic operation functions related to word processing, spreadsheet, and desktop 

publishing software;  
 Basic operating functions of the Internet and E-mail.  
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Ability to: 

 Follow step by step technical and management procedures and policies as well as 
operational instructions;  

 Document basic technical operational instructions;  
 Understand, follow and give written and oral instructions;  
 Plan and schedule work;  
 Operate computers and other technical equipment with minimal instruction and 

supervision;  
 Work with people inside and outside the department to gain and impart knowledge 

required to assess and solve user;  
 Communicate effectively with District, MIS personnel, third party groups;  
 Work effectively in an office that has frequent interruptions;  
 Demonstrates conscientiousness, dependability and trustworthiness;  
 Establish and maintain cooperative working relationships with District personnel. 
 
TRAINING AND EXPERIENCE  
 
Any combination of training and experience which would likely provide the required 
knowledge and abilities is qualifying. A typical way to obtain these knowledge and abilities 
would be: 
 
Three years of secretarial or office coordination experience. Some work or non-work related  
experience using computers and related software such as word processing, spreadsheet,  
database, Internet, and E-mail is highly desirable. Experience in a school setting is desirable 
as well.  
 
Formal education or training in help desk support, end-user training, secretarial sciences or 
related field is highly desirable. College-level course work or a bachelor’s degree is highly 
desirable.  


