OREGON SHAKESPEARE FESTIVAL

JOB DESCRIPTION

JOB TITLE: Systems Engineer, Support Services

[bookmark: h.gjdgxs]GENERAL SUMMARY: The Systems Engineer position supports IT infrastructure systems that serve the entire organization, including the administration, artistic and production departments.  By collaborating with a primary division of OSF and the rest of the IT operations team, this position will have the responsibility of ensuring infrastructure stability through maintenance, security and troubleshooting.  This will involve the use of diagnostic, monitoring and help request tracking tools, as well as the ability to provide quality in-person, hands-on help and training to company members.

PRINCIPLE DUTIES AND RESPONSIBILITIES
· Provide tier 1 and 2 support services including installation and upgrade of hardware and software, configuration of applications, and apply problem solving methodologies and diagnostic utilities to aide in troubleshooting. 
· Serve as the liaison between users and IT team to ensure rapid resolution of reported issues and coordinate work with Operational Teams intra and extra department.
· Provision user accounts for company members in designated areas. Troubleshoot and repair employee account authentication problems in a variety of systems including Active Directory, Windows, Macintosh, Google Apps, Tessitura, Exchange and others. Respond to requests for password resets and creation, modification, disabling and deletion of accounts; groups; distribution lists; and network file storage. Monitor automated account provisioning services. Follow user account retention and administrative action procedures.
· Provide one-one-one training for company members in designated areas in computer software applications, operating systems and troubleshooting techniques.
· Gather requirements for new systems, design changes, and provide recommendations.
· Audit hardware in place utilizing central monitoring systems and central logging.
· Auditing business continuance procedures and recovery plans as assigned by IT Operations Manager.
· Work with vendors and online support sites to resolve issues or complete warranty repairs. 
· Create and maintain help desk tickets, knowledge base, reports, and other documentation. 
· Complete post image configuration of laptop, netbook, iPad, smartphones and other mobile devices. 
· Anticipate and troubleshoot difficult problems affecting infrastructure systems in IT.
· Recommend technical services to meet the immediate needs of users.
· Install and maintain operating systems on organizational computers using automated Operating System and Application Software delivery tools such as Microsoft System Center Configuration Manager or Apple NetBoot/NetInstall.
· Coordinates activities associated with the acquisition, installation, redistribution, and maintenance of desktop, laptop, and peripheral equipment for company members.
· Network Printing: Assist with maintenance of network printing environment for the campus. This includes share responsibility for print billing and accounting.  

OTHER DUTIES
· Performs other duties as assigned
· Participate in an On-Call Rotation

REPORTS TO:
IT Operations Manager

EXTERNAL CONTACTS:
Hardware & Software Vendors, Consultants

MINIMUM EDUCATIONAL / SKILL REQUIREMENTS:
Education: Associate’s Degree from a two-year college, preferably in computer science or related field

Preferred certifications:  A+, N+, MCSA, MCITP, RHCSA, GIAC, CCNA, CISSP

Work Experience:
Two years of work experience in an IT operations position preferred or associates degree in a related field. 

Machines, Tools, Equipment, Work Aids:  

Knowledge of computer hardware, including desktops, notebooks, servers, networking equipment and printers.  Experience with desktop and server operating systems, including Windows,Mac and Linux. Extensive application support experience with the Microsoft Office Suite. Working knowledge of a range of diagnostic utilities. Good understanding of the organization’s goals and objectives. Strong written and oral communication skills. Exceptional interpersonal skills, with a focus on rapport building and listening. 

Strong documentation skills. Ability to conduct research into a wide range of computing issues as required. Ability to absorb and retain information quickly. Ability to present ideas in user-friendly language. Highly self-motivated and directed. Keen attention to detail. Proven analytical and problem-solving abilities. Ability to effectively prioritize and execute tasks in a high-pressure environment.


Physical Ability: Must be able to do repetitive hand and wrist work using a computer.  Must also be able to lift equipment up to 50 lbs. occasionally (computers and peripherals) and up to 20 lbs. frequently. Must be able to climb stairs and ladders up to 10ft in height. Must be able to function competently within occasions of high stress and high demand. This position will require 24/7 availability, except when scheduled in advance.


Also required:
· Ability to handle multiple priorities simultaneously 
· Interest in and passion for the performing arts (especially theatre) preferred
· Must be able to successfully pass a background check


