Posting # E25-118

b
COMMUNITY LIVING =

Toronto
JOB OPPORTUNITY

POSITION: HELPDESKANALYST LEVEL 2

REGION: Corporate

HOURS OF WORK: 37.5hoursperweek

Community Living Toronto, one of the largest agencies of its kind in North America, is a dynamic innovative organization committed
to a vision of promoting a welcoming community. As a leader in the field, Community Living Toronto offers supports to over 6,000
individuals within an intellectual disability as well as support to their families, including residential and day support, assistance with
employment, community support, early childhood services and respite.

QUALIFICATIONS:

Bachelor'sdegreeor Collegediplomarelatedto InformationManagementStatistics ComputerScience Engineeringor equivalentcombinationof
educatiorandtraining.Minimum 3 yearsof experiencen IT supportor arelated,inclusiveof providingsupportsn atieredenvironmenfor service
escalationExcellentcustomerserviceskills andability to build relationshipsThoroughknowledgeof Microsoft Office 365 stack,Windows10,
Android OS,andApple productsandsupport.ExperienceusingServiceNow or similar ticketing programsExperiencewith Unified
Endpoint/MDM managemergystem WindowsServerenvironmentActive Directory,and/orLDAP. VMware WorkspaceOneexperience
considerednassetAbility to processnformationwith high levelsof accuracyanddetail. Written andverbalcommunicatiorskills to respondo
enduserinquiriesanddocumenservicerequestsStrongproblem-solvingandcritical thinking skills; ability to troubleshooto root cause.
Demonstratedrganizationahndtime managemergkills; ableto multi-task,handlemultiple priorities,andmeetestablishedimelines.

JOB SUMMARY:

TheHelp DeskAnalystLevel 2 is responsibldor respondingo escalatedT queriesandrequestgor technicalassistancéo endusersvia telephone,
email,in personand/orvia theticketing system Performstroubleshootingandinformationgatheringfor all requestsgetermineshe bestsolution
basedn theissueanddetailsprovidedby theendusersandescalatesinresolvedssuedo the nextlevel of support.

RESPONSIBILITIES:

EndUserSupport

« Providessupportto Help DeskAnalystLevel 1 andendusersfor avariety of technicalissuesensuringtimely resolutionof IT
requestdy prioritizing, monitoring,andhandlingticketsfrom opento close following standardperatingorocedureso escalate
servicerequestandincidentsasappropriateanddocumentingesolutions.

« Respondso escalatedT incidentsandservicerequestsfollows establishegbrocedureso provideanaccuratalescriptionof the
problemresolution.

« Troubleshootdlifficult technicalissuegelatedto enduserdevicesprinters,computemperipheraddevicesandtelecommunication
devices.

» Resolvesssueswith the Windowsoperatingsystem Microsoft Office softwareandothersoftwareproducts.

HardwareandSoftwareDeploymentandTraining

« Completesrewsetupsjncludingboth softwareandhardwarenstallationsassembleslisassemblegnd/ormovesequipments
required.

« Testspurchasedr customdevelopedsoftwarethoroughly;providesfeedbackasrequested.

AssetManagement

» Responsibléor maintenancef overallinventory,includingcomputetardware software andperipheralsuchasprinters,
telephonesndotheroffice technology.

« Assistswith routineandpreventivemaintenancéaskson serversandworkstations.

Click APPLY and attach an up to date Cover Letter and Resume.
| APPLY |

PLEASE QUOTE JOB POSTING # IN THE SUBJECT LINE

‘When required, accommodations for disabilities will be provided, on request.
By submitting your application, you confirm that the information included is accurate and true. Misrepresentation or omission of facts in
connection with your application may be sufficient cause for dismissal.

We thank everyone for their interest in Community Living Toronto; however only applicants with the necessary qualifications, experience and education will be contacted for
an interview.
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