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CLASSIFICATION TITLE: 

IT Customer Service 
Technician II 

REPORTS TO: 

IT Customer Service 
Supervisor 

GENERAL SUMMARY 

JOB NUMBER: AFFILIATION: 

7125 Unaffiliated 

(Non-Union) 

PAY GRADE: FLSA STATUS: 

18 Non-Exempt 

Performs intermediate technical work receiving, prioritizing, documenting and actively 
resolving help requests to ensure proper computer operations, and related work as 
apparent or assigned. Work is performed under the limited supervision of the IT 
Customer Service Supervisor ("supervisor"). 

CORE VALUES 

All employees are expected to model and foster the City of Richland's core values in the 
performance of their duties and their interactions while representing the City. The values 
of Teamwork, Integrity, and Excellence promote and maintain a high level of morale and 
productivity, and are the tie that binds all City employees together, across all functions. 

ESSENTIAL JOB FUNCTIONS 

To be successful in this position, an individual must be able to perform each essential 
function satisfactorily. Additional duties of a similar nature and level may also be 
assigned. The City may make reasonable accommodations to enable a qualified 
individual with disabilities to perform the essential functions. 

• Fields incoming help requests from end users via both telephone and e-mail in a
courteous manner.

• Prioritizes and schedules problems; escalates problems to the appropriate
experienced technician.

• Records, tracks, and documents the help desk request problem-solving process,
including all successful and unsuccessful decisions made and actions taken
through to final resolution, and performs all essential functions of the IT
Customer Service Technician I.

• Coordinates with departmental management to assess departmental needs and
objectives as they relate to the initial and continued use of municipal applications.
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