
 

ADP TOTALSOURCE / SCU OF HEALTH SCIENCES 

Job Description 

 

JOB TITLE: Associate Technical Support Analyst 

 

Reports To: Executive Director of Information Technology  Non-Exempt 

Prepared by: ADP TotalSource      July 1, 2015 

 

SUMMARY: 

This position is primarily responsible for providing first level technical support for the 

University’s computer systems, audio/visual equipment, classroom technology, printers, web 

sites, web applications, email system, and other systems as directed by supervisor.  In addition 

this position will be responsible for completing designated setup and maintenance procedures on 

equipment in classrooms, conference rooms, and offices. 

 

ESSENTIAL DUTIES AND RESPONSIBILITIES: 

Core duties and responsibilities include the following. Other duties may be assigned. 

 

Act as the primary contact for, and assist users with, technical support requests related to the 

University’s computer systems, audio/visual equipment, classroom technology, printers, web 

sites, web applications, email system, and other systems as directed by supervisor.   

 

Provide support either in person, over the phone, via chat software or email, and/or through 

remote desktop assistance software. 

 

Manage the daily equipment setup schedule.  Deploy and return equipment to setup locations as 

needed.  Coordinate deployment/return of equipment on non-work days with supervisor and 

peers as necessary. 

 

Image new computers and deploy to end-users as directed by supervisor and/or management. 

 

All work performed must be recorded by keeping a descriptive and accurate log of activities 

utilizing the University’s help desk ticket system, change management system, or other 

information system as directed by supervisor. 

 

Maintain hardware/equipment asset inventory system by logging the deployment, return or other 

associated data entries in the University’s asset management system. 

 

Handle special projects and tasks as directed by supervisor and/or management. 

 

Complete all job duties and other projects according to guidelines and within established 

deadlines. 

 

Expectations of SCU Employees  
The SCU President’s Cabinet has identified a set of values and attributes that are bare minimums for 

employment, those that are core to who we are as a university, and values to which we aspire. Further 



 

identified are qualities and attributes desirable for employees in general, and senior leadership 

specifically. This is in harmony with principles found in The Advantage, by Patrick Lencioni.  

 

SCU Core Values:  
1.Transparency: Transparency implies openness, clear communication, respect, and accountability. 

Transparency is operating in such a way that it is easy for others to see what actions are performed. 

At SCU we believe that transparency leads to trust, improved problem solving, stronger unified 

teams, and enhanced productivity. 

 

2. Grit: Grit is passion and perseverance toward long-term goals. A positive, non-cognitive trait 

based on an individual’s passion for a particular long-term goal coupled with a powerful motivation 

to achieve their respective objective. This perseverance of effort promotes the overcoming of 

obstacles or challenges that lie within a gritty individual’s path to accomplishment. At SCU, grit is 

“Sprinting the Marathon” we have engaged in to be successful and reach long-term sustainability in 

the ever-changing healthcare and higher education environment.  

 

(http://www.ted.com/talks/angela_lee_duckworth_the_key_to_success_grit.html)  

 

3. Sense of Humor: Having a sense of humor is about having a sense of perspective and using the 

ability to find the humor in situations to manage stress and creatively problem solve. At SCU, adding 

relevant and safe humor is about celebrating work, not trivializing it. By occasionally taking 

ourselves lightly, while still taking our jobs seriously, mixing humor in an appropriate manner will 

lead to improved workplace productivity and morale.  

 

SCU Permission-to-Play Values:    SCU Aspirational Values:  
1) Respect       1) Evidence based  

2) Integrity       2) Passion  

3) Emotional intelligence     3) Extra mile  

4) Team player      4) Integrative  

5) Accountability      5) Adaptability  

6) Collegiality  

7) Authenticity  

 

SCU Common Profile Qualities:  
1) Customer service focused  

2) Willing to invest in student/client success by fostering positive relations, guidance, and assistance  

3) A belief that no task that improves the University is beneath us/servant leadership  

4) Be an ambassador of the brand  

5) Be a part of recruitment  

6) Resource innovator  

 

Profile-Specific Qualities By Category:  

1.) They promote positivity and teamwork  

a. They actively work to build up teams and break down silos  

b. They actively work to be part of the solution  

c. They actively work to empower themselves and their teammates, working together in decision 

making processes  

 

2.) They see how they can affect the bigger picture  



 

a. They understand how their role helps to build the future of integrative healthcare  

b. They pay attention to the details  

 

 

OTHER RESPONSIBILITIES: 

In addition to the job responsibilities described above, all employees of Southern California 

University of Health Sciences are responsible for the following essential job functions: 

o Getting along with co-workers 

o Cooperating with co-workers 

o Responding politely and professionally to customers/students/candidates 

o Working as a team member 

o Being able to think quickly and act appropriately in emergency situations 

o Functioning under intense time pressure 

o Working extra hours as required 

o Willing to Team and take on tasks of increasing responsibility 

o Continuing to perform well under pressure 

 

SUPERVISORY RESPONSIBILITIES:                       

This job has no supervisory responsibilities. 

COMPETENCIES:                       

To perform the job successfully, an individual should demonstrate the following competencies: 

 

 Analytical - Synthesizes complex or diverse information; Collects and researches data; 

Uses intuition and experience to complement data; Designs work flows and procedures. 

 Problem Solving - Identifies and resolves problems in a timely manner; Gathers and 

analyzes information skillfully; Develops alternative solutions; Works well in group 

problem solving situations; Uses reason even when dealing with emotional topics. 

 Technical Skills - Assesses own strengths and weaknesses; Pursues training and 

development opportunities; Strives to continuously build knowledge and skills; Shares 

expertise with others. 

 Customer Service - Manages difficult or emotional customer situations; Responds 

promptly to customer needs; Solicits customer feedback to improve service; Responds to 

requests for service and assistance; Meets commitments. 

 Interpersonal Skills - Focuses on solving conflict, not blaming; Maintains confidentiality; 

Listens to others without interrupting; Keeps emotions under control; Remains open to 

others' ideas and tries new things. 

 Oral Communication - Speaks clearly and persuasively in positive or negative situations; 

listens and gets clarification; Responds well to questions; Demonstrates group 

presentation skills; Participates in meetings. 

 Written Communication - Writes clearly and informatively; Edits work for spelling and 

grammar; Varies writing style to meet needs; Presents numerical data effectively; Able to 

read and interpret written information. 

 Teamwork - Balances team and individual responsibilities; Exhibits objectivity and 

openness to others' views; Gives and welcomes feedback; Contributes to building a 

positive team spirit; Puts success of team above own interests; Able to build morale and 

group commitments to goals and objectives; Supports everyone's efforts to succeed. 



 

 Quality Management - Looks for ways to improve and promote quality; Demonstrates 

accuracy and thoroughness. 

 Diversity - Demonstrates knowledge of EEO policy; Shows respect and sensitivity for 

cultural differences; educates others on the value of diversity; promotes a harassment-free 

environment; Builds a diverse workforce. 

 Ethics - Treats people with respect; Keeps commitments; inspires the trust of others; 

Works with integrity and ethically; Upholds organizational values. 

 Organizational Support - Follows policies and procedures; Completes administrative 

tasks correctly and on time; supports organization's goals and values; Benefits 

organization through outside activities; Supports affirmative action and respects diversity. 

 Judgment - Displays willingness to make decisions; Exhibits sound and accurate 

judgment; Supports and explains reasoning for decisions; Includes appropriate people in 

decision-making process; Makes timely decisions. 

 Motivation - Sets and achieves challenging goals; Demonstrates persistence and 

overcomes obstacles; Measures self against standard of excellence; Takes calculated risks 

to accomplish goals. 

 Planning/Organizing - Prioritizes and plans work activities; Uses time efficiently; Plans 

for additional resources; Sets goals and objectives; Organizes or schedules other people 

and their tasks; Develops realistic action plans. 

 Professionalism - Approaches others in a tactful manner; Reacts well under pressure; 

Treats others with respect and consideration regardless of their status or position; Accepts 

responsibility for own actions; Follows through on commitments. 

 Quality - Demonstrates accuracy and thoroughness; Looks for ways to improve and 

promote quality; Applies feedback to improve performance; Monitors own work to 

ensure quality. 

 Quantity - Meets productivity standards; Completes work in timely manner; Strives to 

increase productivity; Works quickly. 

 Safety and Security - Observes safety and security procedures; Determines appropriate 

action beyond guidelines; Reports potentially unsafe conditions; Uses equipment and 

materials properly. 

 Adaptability - Adapts to changes in the work environment; Manages competing demands; 

Changes approach or method to best fit the situation; Able to deal with frequent change, 

delays, or unexpected events. 

 Attendance/Punctuality - Is consistently at work and on time; Ensures work 

responsibilities are covered when absent; Arrives at meetings and appointments on time. 

 Dependability - Follows instructions, responds to management direction; Takes 

responsibility for own actions; Keeps commitments; Commits to long hours of work 

when necessary to reach goals; Completes tasks on time or notifies appropriate person 

with an alternate plan. 

 Initiative - Volunteers readily; Undertakes self-development activities; Seeks increased 

responsibilities; Takes independent actions and calculated risks; Looks for and takes 

advantage of opportunities; Asks for and offers help when needed. 

 Innovation - Displays original thinking and creativity; Meets challenges with 

resourcefulness; Generates suggestions for improving work; Develops innovative 



 

approaches and ideas; Presents ideas and information in a manner that gets others' 

attention. 

 

QUALIFICATIONS:  

To perform this job successfully, an individual must be able to perform each essential duty 

satisfactorily. The requirements listed below are representative of the knowledge, skill, and/or 

ability required. Reasonable accommodations may be made to enable individuals with 

disabilities to perform the essential functions. 

 

 

LANGUAGE SKILLS:                       

Ability to read and interpret documents such as safety rules, operating and maintenance 

instructions, and procedure manuals.  Ability  to write clear instructions for end-users and other 

IT staff, clear and concise documentation in the help desk ticket system or other information 

system, and correspondence via email and instant messages.  Ability to speak effectively before 

groups of customers or employees of organization. 

 

REASONING ABILITY:                       

Ability to solve practical problems and deal with a variety of concrete variables in situations 

where only limited standardization exists. Ability to interpret a variety of instructions furnished 

in written, oral, diagram, or schedule form. 

 

COMPUTER SKILLS:     

To perform this job successfully, an individual should have knowledge of Microsoft Office, 

Internet Browsers, email software including Microsoft Outlook, help desk ticketing software, and 

Active Directory.                 

 

OTHER QUALIFICATIONS: 

 EDUCATION:  High School Graduate or equivalent; BS/BA Degree or equivalent work 

experience preferred. 

 EXPERIENCE:  1-4 years’ experience in supporting workstations and audio/visual 

equipment. Help Desk experience preferred. 

 TECHNICAL:  Familiarity with major desktop operating systems, including Windows 

7/8, and Mac OSX.  Familiarity with mobile operating systems, including Apple iOS and 

Google Android.  Familiarity with networked printers, projectors, laptops, tablets, VOIP 

phones, and other portable equipment. 

 ABILITIES: Excellent written and oral communication, and troubleshooting skills, 

superior customer services skills and sincere willingness to help others. 

 

PHYSICAL DEMANDS:  

The physical demands described here are representative of those that must be met by an 

employee to successfully perform the essential functions of this job. Reasonable 

accommodations may be made to enable individuals with disabilities to perform the essential 

functions. 

 



 

While performing the duties of this job, the employee is regularly required to sit; use hands,  

reach with hands and arms, stand; walk; climb or balance; stoop, kneel, crouch, or crawl.  

 

The employee must regularly lift and/or move up to 10 pounds, frequently lift and/or move up to 

25 pounds and occasionally lift and/or move up to 50 pounds. 

 

Specific vision abilities required by this job include close vision, distance vision, color vision, 

peripheral vision, depth perception and ability to adjust focus. 

 

WORK ENVIRONMENT:  

The work environment characteristics described here are representative of those an employee 

encounters while performing the essential functions of this job. Reasonable accommodations 

may be made to enable individuals with disabilities to perform the essential functions. 

 

While performing the duties of this job, the employee is regularly exposed to fumes or airborne 

particles; toxic or caustic chemicals and risk of electrical shock. The employee is occasionally 

exposed to wet and/or humid conditions (non-weather); outdoor weather conditions; extreme 

cold (non-weather) and extreme heat (non-weather). 

 

The noise level in the work environment is usually moderate. 


