PRIVATE 

UNCLASSIFIED  

VACANCY ANNOUNCEMENT

USAID/CAIRO

	PRIVATE 
Number:
19
	Subject:

                  VACANCY (Egyptians)

 
	Date:

December 29, 2013



               Position Title:                        Helpdesk Technician



Position Number:

25-18



Duration:


One year with options to renew



Organization:


USAID/Data Management Services Office



Salary Potential:

FSN-8



Application Deadline:
1/16/2014



Salary Range for a Fully




Qualified Candidate:
Starts at LE 92, 283.00 Gross Per Annum     

This is the Gross Annual Salary before 
deducting taxes.

BASIC FUNCTION OF POSITION:PRIVATE 

The incumbent serves as one of the Helpdesk team in the Data Management Services (DMS) office in the USAID/Egypt Mission. 

The Helpdesk team provides first-line computer support to Mission users, assisting them with hardware and software problems in person, via phone, and email, to ensure the delivery of computer related customer service support services essential to the efficiency of the Mission’s IT systems. The Helpdesk team coverage is from 7:00 am to 5:30 pm provided on 8-hours shifts.

The primary duties and responsibilities include coordinating, assisting and resolving end-user related technical software and hardware problems in accordance with established policies and procedures. The incumbent escalates the more complex IT problems to the DMS IT specialists as appropriate. The work also includes participation in troubleshooting, configuring, installing, and removing equipment, keeping logs and inventories.

About USAID/Egypt:

The United States Agency for International Development mission to Egypt (USAID/Egypt) is one of the Agency’s largest and most complex missions outside of USAID Washington. The Data Management Services (DMS) office within the Executive Office (EXO) is responsible for providing data and telecommunications services and overall management of USAID/Egypt’s computer system. The Data Management Services office (EXO/DMS) provides support to over 300 clients using a complex IT infrastructure consisting of Cisco switches and routers, Blade servers, Storage Area Networks (SANs), IP telephony and video conferencing. The system runs mainly on Microsoft Windows platform: Exchange, SharePoint, SQL, IIS, File & Print servers. and Oracle Server. Mail service is provided through Google Mail through the Internet cloud.  A variety of peripheral equipment is used in the Mission such as: local, network and multi-function printers, digital senders, data shows, scanners, audio and video equipment.  Security tokens are applied for remote login to AIDNET.

MAJOR DUTIES AND RESPONSIBILITIES:
% OF TIME

1. End-User Support and Call Management
50%

· Provide first line end-user support in the use of computer systems by providing necessary guidance and advice and perform basic troubleshooting for hardware and software problems 

· Respond to requests for technical assistance in person, via phone, and electronically

· Diagnose and resolve technical hardware and software issues and maintain a high degree of customer service for all support queries and adhere to standard Helpdesk procedures

· Analyze incidents and reports related to desktops and related peripherals and identify the root cause of incidents to prevent recurrence

· Provide feedback on problematic trends and patterns to the Systems Manager 

· Identify and escalate situations requiring urgent attention 

· Refer complex problem tickets to second-level DMS personnel as defined in the Help Desk business processes

· Ensure asset information and problem/resolution databases are accurate, that all work performed is logged in the Helpdesk tracking system and tickets are closed after work is performed in an accurate and timely manner 

· Provide weekly reports of incidents to the Systems Manager

· Provide assistance and support to Temporary Duty users regarding their login to the network and configuring mail accounts, printers  

· Guide and assist Mission users on the use of the Agency’s remote access

· Provide short training sessions introducing software tools functionality. 

2. Hardware and Software Installation
40%

· Install, configure and test desktop computers and related hardware and peripheral devices including: local, networked and multi-function printers, scanners, digital senders, etc.

· Assist in mission hardware upgrade and replacement. Install desktop Agency image on desktops and setup additional Mission applications and configuration in accordance with Agency standards

· Configure users’ email client and back-up and restore users local data when installing a new image and preserve users’ settings, Favorites and other settings

· Provide assistance with commercial off-the-shelf software such as Microsoft Office products (Word, Excel, PowerPoint and SharePoint), and software applications used in the Mission

· Recognize common problems with systems and provide solutions as documented in knowledge base

· Upgrade various versions of software located on Mission desktops 

· Test Mission-issued laptops upon check-out and check-in to ensure that laptop is in good operational status, anti-virus and Operating System updates are applied

· Performing annual preventative maintenance for Mission desktops and basic maintenance for printers

· Supervise contractors performing maintenance work to ensure all repairs are properly completed

· Provide technical assistance and setup equipment for regional trainings, conferences, presentations and other events

· Prepare equipment for disposal in accordance with the Agency computer equipment disposal policies

· Maintain an accurate inventory of installed users’ software and hardware including desktops, monitors, printers, laptops, scanners, data shows, etc. and track issuance as appropriate

· Ensure that equipment storage areas and equipment is organized in an orderly and secure manner

4.
Security
10%

· Assist and collaborate with DMS staff to ensure the security, availability and integrity of the network by ensuring that USAID security controls are rigorously applied and followed

· Ensure that only Agency approved software is installed and running on Mission desktops and configured in compliance with Agency procedures and guidance

· Apply approved patches on desktops as directed by the DMS Systems Manager and in accordance with Agency procedures

· Check SMS client installations and anti-virus software on desktops

REQUIRED/DESIRED QUALIFICATIONS:

A. Education: Four year university degree in Computer Science or Engineering is required.  

B. Prior Work Experience: Minimum of four years of responsible experience in a computer center at a large site with a minimum of three years of Helpdesk experience is required. Working technical knowledge of the installation, implementation and maintenance of desktop hardware and software is required.

C. Post-Entry Training:  On-the-job and, as needed, USAID-sponsored technical computer courses.

D. Language Proficiency:  Level III (good working knowledge) in both written and spoken English and Arabic required.

E. Knowledge:

Required:

· Comprehensive knowledge of PC hardware setup, configuration, repair, testing, and troubleshooting

· Thorough knowledge of Windows Desktop Operating Systems setup, configuration and troubleshooting

· Comprehensive knowledge of using and troubleshooting Microsoft Office with emphasis on MS Word, MS Excel and MS PowerPoint

· Comprehensive knowledge of using and troubleshooting Outlook 2000 within a network environment (permissions, calendar sharing, delegation)

· Knowledge and experience of customer service practices

· Comprehensive knowledge of using call logging software

· Comprehensive knowledge of operating, configuring, maintaining and troubleshooting printers, scanners

F. Skills and Abilities:

Required:

· Excellent problem analysis and problem-solving skills to troubleshoot and resolve problems

· Developed interpersonal skills, ability to listen and ask questions to diagnose and resolve computer-related problems

· Oral and written communications skills

· Adaptability and learning skills

· Ability to work both independently and with a team

POSITION ELEMENTS:
A.
Supervision Received: The incumbent reports to and works under the supervision of the Information Systems Manager who establishes parameters of work and determines priorities.

B. Available Guidelines: Agency Handbooks, USAID ADS, CIO guidance, Mission Orders, and DMS procedures relating to automation operation, administration, and security. Operation and technical manuals. 

C. Exercise of Judgment: Exercises judgment in determining appropriate steps for testing and installing systems, identifying and resolving problems, and advising users on best techniques to meet their needs. The incumbent must be capable of making informed, well though-out decisions, and taking timely action to resolve systems problems.

D. Authority to Make Commitments: None.

E. Nature, Level, and Purpose of Contacts: The incumbent has regular contact with all users in the Mission.

F. Supervision Exercised: May supervise contractors responsible for maintaining or servicing desktop hardware, multifunction equipment and printers when required.
G. Time Required to Perform Full Range of Duties After Entry into the Position: Six months.

Selection Criteria:

	Category
	Scoring Percentage

	Education/academic requirement
	10%

	Experience
	25%

	Language Proficiency
	20%

	Knowledge
	25%

	Skills & Abilities
	20%

	TOTAL
	100%


RECRUITMENT PROCEDURES AND GUIDELINES:

Qualified candidates who are interested in this vacancy should apply by submitting the following or the application will not be considered:

The Universal Application for Employment (UAE) DS-174 (link to instructions and applications:http://egypt.usembassy.gov/hr.html) and an up-to-date CV with a cover letter detailing how they are qualified for the position as part of the application, quoting the position number by no later than COB of the application deadline noted above. The HR Office will disregard any submissions CV exceeding five pages and/or those received after the deadline.
Applications and Resumes must include the month, year and company name of employment for all experience or the experience cannot be considered. 

Candidates must provide in the application (DS-174) names of family members working in the Mission.
SUBMIT APPLICATION TO


Human Resources Office
Attention: Cindy Eldeeb or Lamiaa Hafez
US Embassy, Cairo
8, Kamal El Din Salah Street, Garden City
Email: cairojobs@state.gov<mailto:cairojobs@state.gov>

POINT OF CONTACT

Lamiaa Hafez
Telephone: 2797-3001
FAX:  2797-2611

Mission employees are not eligible to apply for a vacant position during their three month probationary period. The Mission mandatory retirement age is 60 years. 

The evaluation and selection process usually takes two to three months after the deadline.  Shortlisted applicants are invited for tests and/or interviews during this time frame. Due to the high volume of applications, only candidates who are seriously being considered for a position are contacted for an interview. Please do not contact HR for a status report on your application once your application has been acknowledged.   Interviewed candidates will normally be advised of the outcome of the selection process after a period of about four weeks.

If a selected applicant does not meet all the qualifications listed in the position description, s/he will be normally appointed to an appropriate trainee grade level, below the position grade.  

In determining the appropriate salary, no salary adjustments will be made for fringe benefits such as uniforms, free airline tickets, free medicine or company products, life/medical/accident insurance policies, transportation, meal allowance, or other similar company benefits provided by former employers.  Applicants with prior U.S. Government service may receive salary adjustments at the grade level of the position, to match highest previous USG salary levels in a relevant field.  The USAID Human Resources and Contracting Officers determine the appropriate salary rate.

Priority will be given to best qualified FSNs who have been involuntarily RIF’ed.

It is the U.S. Government policy to prohibit discrimination on the basis of race, color, religion, national origin, handicap or gender.
  






 Samia Joseph







USAID/Human Resources Officer
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