
 
 

Suffolk County District Attorney’s Office 

 

JOB TITLE: Help Desk Support Technician DATE: October 2019 

REPORTS TO: Chief of Information Technology Department 

COMPENSATION: $55,000 to $65,000, commensurate with experience, with excellent 

benefits package 

 

POSITION PROFILE: The Suffolk County District Attorney’s Office (SCDAO) seeks an IT 

Help Desk Support Technician to join the Information Technology Department. As an IT Help 

Desk Support Technician, you will be responsible for Tier 1 and Tier 2 technical support for 

SCDAO employees, including those assigned to the Divisions of the Boston Municipal Court, 

Suffolk Superior Court as well as the Chelsea District Court. Additional responsibilities 

include the installation, configuration, and support of all end-user hardware and software. This 

position will ensure that SCDAO personnel can effectively use the computer resources 

provided to them. 

 

The Help Desk Support Technician is the first point of contact for SCDAO End Users who are 

seeking technical assistance. The Technician is responsible for the timely and professional 

execution of all tasks associated with providing excellent customer support relative to IT 

services, application, products, hardware, software, access, etc. in a Support Desk 

environment. If the Technician is unable to resolve a reported incident or request, they will 

determine the priority, type, and magnitude of each issue to categorize and escalate support, as 

needed. 

 

ESSENTIAL FUNCTIONS: 

 Creating and maintaining user accounts, email accounts, and LexisNexis accounts. 

 Assisting users with login and email (Outlook) issues. 

 Assisting with Multimedia installs (drivers, video players, etc.). 

 Assisting with courtroom issues, including but not limited to players and network 

connections. 

 Assisting users with phone and voicemail setup and support. 

 Assisting users with hardware issues, i.e. keyboards and mice. 

 Installing and maintaining hardware and software as necessary. 

 Maintaining file directories. 

 Providing onsite support for SCDAO employees assigned to the Suffolk County Superior 

Court, Divisions of the Boston Municipal Court, Chelsea District Court, Crime Prevention 

and Control Unit (a division of the Massachusetts State Police Detectives Unit), and the 

Child Advocacy Center. 

 Configuring laptops with necessary software for use in courtroom and BitLocker Security 



encryption. 

 Providing printer support for users. 

 Maintaining printers, printer inventory database, and print file server. 

 Ordering and keeping inventory of all printer-related supplies. 

 Checking back-ups on a daily basis. 

 Ability to work under pressure, to make sound decisions, and to manage a number of 

priorities.  Excellent organizational skills required. 

 Ability to act calmly, make decisions, and act quickly in emergency/stressful 

situations.  Ability to adapt to varying work situations. 

 Ability to interact well with people who are under physical and/or emotional stress. 

 

OTHER DUTIES: 

 Attend trainings relevant to SCDAO functions. 

 Become familiar with, and follow SCDAO personnel policies, particularly with regard to 

confidentiality, sexual harassment, drug-free workplace, and usage of information 

technology resources. 

 Become familiar with, and adhere to, the Massachusetts Rules of Professional Conduct. 

 Exercise respectful and professional behavior and communication with the public, 

judicial and law enforcement personnel, and office staff. 

 Complete work assignments in a timely, accurate, and efficient manner. 

 Other related duties as assigned. 

 

SUPERVISORY RESPONSIBILITY: N/A 

 

EDUCATION AND EXPERIENCE: 

Required: 

 Associate Degree in Computer Science, Information Systems, Business Administration or 

other related field and 3-5 years of relevant experience, or a combination of equivalent 

work experience and education.  

 3-5 years of experience supporting Microsoft Operating Systems, preferably in a service 

desk environment. 

 Strong interpersonal communication and written skills, including the ability to 

communicate effectively with a wide range of employees, leaders at various levels, and 

with technical and non-technical users. 

 In-depth knowledge of administration, troubleshooting and operation of Microsoft 

desktop operating systems (Windows 7/10 Professional). 

 In depth knowledge of Microsoft Office 10/365. 

 Knowledge of and experience with the local area networks (physical and logical). 

 

Preferred: 

 Bachelor’s Degree in Computer Science, Information Systems, Business Administration 

or other related field. 

 3-5 years of experience working in a collaborative, customer service-focused 

environment that uses email, phone, and cellphone setting for communication. 



 Experience with Active Directory account creation, password resets, distribution groups 

and other AD functions. 

 Knowledge of Server 2008, 2012 and 2016. 

 Strong knowledge of Microsoft Exchange.  

 Experience with trouble-shooting Outlook issues. 

 Experience using remote desktop tools to support users. 

 Experience with backup systems and restore. 

 In-depth knowledge of hardware and troubleshooting of personal computers, printers and 

other commonly used peripheral devices. 

 Experience to support Voice over Internet Protocol (Phone) users and environment. 

 Experience training groups of users on office technology policy and on the capabilities of 

programs such as Adobe Pro, Powerpoint, and Citrix Sharefile. 

 Ability to take notes and record all interactions and steps taken with the users. 

 Priority consideration given to candidates who apply within the first 10 days of 

posting. 
 

PHYSICAL DEMANDS: Ability to sit and stand for extended periods of time and lift up to 

50lbs 

 

TRAVEL: Position is based at One Bulfinch Place in Boston, MA. Occasional travel will be 

required to the Divisions of the Boston Municipal Court, Suffolk Superior Court, the Chelsea 

District Court and the Child Advocacy Center in order to provide IT support to the SCDAO staff 

assigned to these locations.   

 

EEO STATEMENT: The SCDAO is an equal opportunity employer and all qualified applicants 

will receive consideration for employment without regard to race, color, religion, sex, national 

origin, disability status, protected veteran status, gender identity, sexual orientation, pregnancy 

and pregnancy-related conditions, or any other characteristic protected by law. 

 

 

 


