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University of North Carolina Wilmington

TECHNOLOGY SUPPORT TECHNICIAN

COMPETENCY ASSESSMENT WORKSHEET

	Division/Department


	Position #
	Employee:

	Technology Support Technician

Description of Work: This is technical work providing consultation, support, and/or training to end-users/clients of computer or other technology-based systems. Employees may provide basic support of hardware, applications and operating systems, and networking. This function requires a broad understanding of a variety of technologies to effectively support end-users/clients. These employees are not usually involved in application development, system integration or network design/analysis. This work requires particularly strong communication skills, an ability to effectively interact with a broad range of end-users/clients and an ability to use a variety of technical resources for providing this support. Employees at this level may provide routine support for a wide range of technologies, or may provide in-depth support for a more narrowly defined area of technology.



	Note:  Competency statements are progressive and not all competencies apply to every position/employee.  Evaluate only those that apply.

	Competency Definition & Weight
	Competency Levels
	
	

	Mission Contribution 

(Core)
	Contributing
	Journey
	Advanced
	Position  Level 

(C) (J) (A)
	Employee Level 

 (C) (J) (A)

	Ability to align personal efforts and outcomes to achieve long-range goals or meet the vision of the organization.
	Understands basic operation of the functional unit and accurately describes menu of services to customers.  Exhibits awareness and commitment to the mission and goals to the department.  Learns and applies new procedures and technologies relevant to work.
	Applies working knowledge of the organization roles and relationships to resolve issues.  Conducts self assessment of service delivery to improve quality and to ensure consistency with organizational mission.  Stays current on technology issues to provide effective and efficient service.
	Evaluates and modifies departmental services to provide enhanced quality.  Pursues new knowledge on a continuous basis and implements best practices of the profession.  Ensures continuity in the execution of assigned mission with that of the department, division and university.
	
	

	Weight:      
	Discussion/Justification including observations or measures:      

	 FORMCHECKBOX 
   FORMCHECKBOX 
   FORMCHECKBOX 

	 FORMCHECKBOX 
   FORMCHECKBOX 
   FORMCHECKBOX 


	Communication

(Core)
	Contributing


	Journey
	Advanced
	Position  Level 

(C) (J) (A)
	Employee Level 

 (C) (J) (A)

	Ability to present information to individuals or groups; ability to deliver presentations suited to the characteristics and needs of the audience.  Ability to convey information clearly and concisely to groups or individuals either verbally or in writing to ensure that they understand the information and the message.  Ability to listens and respond appropriately to others.

	Conveys ideas on routine subjects clearly, both in writing and orally.  Uses method of communication most appropriate to situation.  Uses appropriate language and grammar when speaking or writing.
	Conveys ideas on non-routine subjects clearly and translates technical issues into understandable terms for users.  Selects appropriate information and selects best method for disseminating technical knowledge to users.  Communicates for listener comprehension and understanding.
	Conveys complex and advanced technical knowledge in language that is understandable and appropriate for users.  Provides expertise to assist users in articulating needs and clearly communicating technical solutions to address such needs.  Understands underlying dynamics and the context of a situation and adapts communication accordingly.
	
	

	Weight:      
	Discussion/Justification including observations or measures:      

	 FORMCHECKBOX 
   FORMCHECKBOX 
   FORMCHECKBOX 

	 FORMCHECKBOX 
   FORMCHECKBOX 
   FORMCHECKBOX 


	Customer Service

(Core)
	Contributing
	Journey
	Advanced
	Position (C) (J) (A)
	Employee (C) (J) (A)

	Ability to develop and maintain strong relationships with clients (those who buy goods and services, and for whom formal professional services are rendered) or customers (those who consume goods and services) by listening to the client/customer and understanding and responding to identified needs. 


	Provides service to internal and external customers to satisfy their needs and expectations.  Listens to concerns and resolves complaints effectively and promptly.  Responds courteously in all interactions and provides timely assistance.
	Takes on extra responsibilities to ensure customer satisfaction and prevent problems from occurring.  Anticipates customer’s needs and moves to effectively address issues.  Promotes positive customer service attitude among peers to improve client satisfaction.
	Seeks feedback from customers and service recipients to improve quality and design ways to exceed expectations.  Establishes proactive relationship with customers.  Includes providing education to clients as appropriate.  Ensures positive customer relationships and mentors peers to guarantee customer satisfaction.
	
	

	Weight:      
	Discussion/Justification including observations or measures:      

	 FORMCHECKBOX 
   FORMCHECKBOX 
   FORMCHECKBOX 

	 FORMCHECKBOX 
   FORMCHECKBOX 
   FORMCHECKBOX 


	Teamwork

(Core)
	Contributing
	Journey
	Advanced
	Position  Level 

(C) (J) (A)
	Employee Level 

 (C) (J) (A)

	Ability to actively participate as a member of a team to move toward the completion of goals.


	Demonstrates courtesy and respect when working with peers and clients in order to develop a positive working relationship.  Participates and contributes to developing meaningful solutions for team.  Accepts responsibility for personal actions and impact of actions on the team and participates in team efforts.
	Plans and works on shared or joint projects and coordinates with others to achieve agreed upon outcomes.  Recognizes and resolves issues that affect team performance.  Solicits and applies feedback from others to improve performance and enhance team capacity.
	Organizes and develops teams to build on individual strengths and coaches work group(s).  Manages work conditions to foster team performance and prevent or resolve conflict.  Analyzes team capacity and efforts to improve processes and achieve goals.  Utilizes the power of group expertise for collaboration and creative problem solving.
	
	

	Weight:      
	Discussion/Justification including observations or measures:      

	 FORMCHECKBOX 
   FORMCHECKBOX 
   FORMCHECKBOX 

	 FORMCHECKBOX 
   FORMCHECKBOX 
   FORMCHECKBOX 


	Planning and Organizing
	Contributing
	Journey
	Advanced
	Position  Level 

(C) (J) (A)
	Employee Level 

 (C) (J) (A)

	Ability to develop plans to accomplish work operations and objectives.  Ability to arrange and assign work to use resources efficiently.  Ability to develop strategic plans, organizational structures, and systems to fulfill legislative or mission driven organizational goals.


	Works independently on routine/non-complex tasks, developing own work schedule and monitoring progress against defined parameters.
	Organizes and follows complex and/or detailed technical procedures.  Works independently and performs job with minimal supervision.
	Leads ad hoc work groups to analyze problems, develop solutions, and communicate solutions effectively.  Identifies need for training in new technology or for reoccurring problems, either technical or procedural.
	
	

	Weight:      
	Discussion/Justification including observations or measures:      

	 FORMCHECKBOX 
   FORMCHECKBOX 
   FORMCHECKBOX 

	 FORMCHECKBOX 
   FORMCHECKBOX 
   FORMCHECKBOX 


	Project Management
	Contributing
	Journey
	Advanced
	Position  Level 

(C) (J) (A)
	Employee Level 

 (C) (J) (A)

	Ability to provide oversight for project(s) and all related activities in that setting to include quality assurance and safety.  Ability to coordinate and manage facilities, equipment, supplies and related resources as necessary for the project.  Ability to monitor environmental risks, if any and quality control.  Ability to establish a set of tasks and activities associated with an intended outcome and timeline.  Ability to ensure actions are performed and/or implemented to achieve the results of the project.


	Serves as a productive project team member by completing assigned tasks.
	Manages technical projects involving own work and under minimal supervision.  May serve as a project team member and make recommendations for routine problem solutions.
	May lead projects that require directing the work of others and with some latitude on actions or decisions.  May manage timelines and resources, and may lead implementation efforts to completion.  May serve on a project team as expert in a specialty area or work.
	
	

	Weight:      
	Discussion/Justification including observations or measures:      

	 FORMCHECKBOX 
   FORMCHECKBOX 
   FORMCHECKBOX 

	 FORMCHECKBOX 
   FORMCHECKBOX 
   FORMCHECKBOX 


	Technical Knowledge
	Contributing
	Journey
	Advanced
	Position  Level 

(C) (J) (A)
	Employee Level 

 (C) (J) (A)

	Possession of a designated level of technical skill or knowledge in a specific technical area(s) and the ability to keep up with current developments and trends in areas of expertise.  May be acquired through academic, apprenticeship or on-the-job training or a combination of these.  


	Exhibits basic knowledge of technology principles and terminology associated with the work unit.  Understanding of basic troubleshooting techniques and principles.
	Exhibits working knowledge as demonstrated by an understanding and use of the general principles, theories and practices pertinent to area of responsibility.  Ability to apply a broad working knowledge in a specialty area within a work unit.  May serve as a mentor to contributing technician(s).
	Exhibits advanced knowledge as demonstrated by an in-depth understanding and use of general principles, theories and practices pertinent to the area of responsibility.  Serves as a technical resource for other technicians, inclusive of training.
	
	

	Weight:      
	Discussion/Justification including observations or measures:      

	 FORMCHECKBOX 
   FORMCHECKBOX 
   FORMCHECKBOX 

	 FORMCHECKBOX 
   FORMCHECKBOX 
   FORMCHECKBOX 


	Technical Solution Development
	Contributing
	Journey
	Advanced
	
	Employee Level 

 (C) (J) (A)

	Ability to demonstrate a methodical and logical approach to addressing customer needs. Ability to use innovative solutions and/or designs where appropriate.


	May serve as a technical resource of basic solutions to clients.
	Documents solutions that solve client problems and clearly presents these solutions.  Identifies and understands reoccurring problems and recommends solutions.
	Exhibits knowledge of other work specialties and the ability to integrate this knowledge to develop and communicate solutions.  Resolves complex problems within a work area.
	
	

	Technical Support
	Contributing
	Journey
	Advanced
	Position  Level 

(C) (J) (A)
	Employee Level 

 (C) (J) (A)

	Ability to understand internal/external customer technologies and problem resolution techniques. Ability to communicate effectively with customers.  Ability to listen to symptom descriptions; to analyze problems; to respond effectively and to provide constructive feedback to the client on problem resolution.


	Resolves routine problems based on existing documentation, training, resources, etc.  Solicits relevant information from client in order to sufficiently describe non-routine problems to technical expert, and effectively communicate solution to client.
	Independently resolves routine and some non-routine problems through standard troubleshooting procedures.  Able to perform routine diagnostics and/or configurations on assigned software and/or hardware according to standard operating procedures.  Demonstrates ability to document solutions that solve client problems and to clearly present these solutions.  Ability to determine appropriate solution through in-depth analytical process.
	Identifies trends and makes suggestions for technical modifications to prevent existing problems.  Makes decisions based on weighing options and consequences.  Exhibits knowledge of other work specialties and the ability to integrate this knowledge to develop and communicate solutions.
	
	

	Weight:      
	Discussion/Justification including observations or measures:      

	 FORMCHECKBOX 
   FORMCHECKBOX 
   FORMCHECKBOX 

	 FORMCHECKBOX 
   FORMCHECKBOX 
   FORMCHECKBOX 


	Consultancy Skills
	Contributing
	Journey
	Advanced
	Position  Level 

(C) (J) (A)
	Employee Level 

 (C) (J) (A)

	Ability to provide advice and counsel.  Ability to understand client programs, organization and culture.


	Determines client needs and effectively communicates back to technical experts.
	Consults with clients and other technicians, specialists, and analysts to resolve technical problems.  Proactively verifies problem resolution.
	Consults with clients and other specialists and analysts to resolve technical problems and ensure customer satisfaction.
	
	

	Weight:      
	Discussion/Justification including observations or measures:      

	 FORMCHECKBOX 
   FORMCHECKBOX 
   FORMCHECKBOX 

	 FORMCHECKBOX 
   FORMCHECKBOX 
   FORMCHECKBOX 


	Training & Education
	Minimum Training and Education for Band entry level: Graduation from high school and one year of experience in the field of technology related to the position’s role. Coursework in computer or information technology may be substituted year for year for the required experience.

	Special Note:
	This is a generalized representation of positions in this class and is not intended to identify essential work functions per ADA.  Examples of competencies are primarily those of the majority of positions in this class and may not be applicable to all positions. Diplomas or degrees must be received from appropriately accredited institutions
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The University of North Carolina Wilmington

Career-Banding Competency Assessment Form

	Employee:      
	Supervisor:      
	Div/Dept:      

	Position #       
	Career Band Title: Technology Support Technician


	Working Title:      


(Forward to HR for New Hires, Grade-Band Transfer or other Competency Assessments; Attach Salary Decision Worksheet for New Hires or Salary Adjustments.)

	Competencies

	Weight

	Discussion/Justification of Competency Level including observations or measures; 

(Identify the Competency Level as Contributing, Journey or Advanced for Position and/or Employee by marking the block in the next columns)
	Position

(C) (J) (A)
	Employee

(C) (J) (A)

	Mission Contribution
	     
	     
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	Communication
	     
	     
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	Customer Service
	     
	     
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	Teamwork
	     
	     
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	Planning and Organizing
	     
	     
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	Project Management
	     
	     
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	Technical Knowledge
	     
	     
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	Technical Solution Development
	     
	     
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	Technical Support
	     
	     
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	Consultancy Skills
	     
	     
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	Position Overall Competency Requirements (Business Need):     

    
	 FORMCHECKBOX 

	

	Employee Overall Competency Assessment:         


	
	 FORMCHECKBOX 
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