 				Port Angeles Composite LLC PAC

JOB DESCRIPTION

	1. JOB DETAILS

	Job Title
	IT Helpdesk Technician 

	Reports To
	IT Manager

	Division
	Port Angeles Composite LLC

	Department
	IT

	Prepared / Revised On
	02/12/2026

	Posting Closes On
	02/27/2026



	2. JOB PURPOSE

	Summarize in one statement how this job contributes to the overall mission and goals of AHM.

	I.T. Helpdesk Support will provide friendly, knowledgeable technical support to PAC staff. Port Angeles Composite, located in Port Angeles, WA.  is a growing, progressive company and expects not just problem resolution, but the ability to identify computer workflow inefficiencies and provide solutions. PAC recognizes that people skills are paramount in importance. I.T. Helpdesk should be able to interact with coworkers in a polite and friendly manner.  This position is for full-time work with hours from 7-3:30 – Mon – Fri.




	3.  KEY ACCOUNTABILITIES

	List the key accountabilities that must be carried out to fulfil the job purpose.
	% of time

	Resolve computer support problems reported to Help Desk
· Provide first-level contact and problem resolution for all users with hardware, software and applications problems. Resolve as many user-reported problems as expertise permits using available tools and following procedures and policies for the handling of support cases. 
· Install hardware and software on a Windows Server Domain.
· Uses advanced troubleshooting skills. 
· Courteously obtain and convey concise problem information for external and internal service personnel. 
· Escalate problems as appropriate following PAC procedures.
· Utilizes superior customer service skills.
· Solve problems on Windows platforms with proficiency.
· Resolve and troubleshoot Printer & Scanner drivers / software.

	80

	Training and Quality Improvement 
· Maintain in-depth knowledge of PAC supported network infrastructure. 
· Perform basic computer skill training to PAC staff.

	10

	Help Desk documentation, records and procedures
· Review and update Help Desk / Intranet documentation as assigned.
· Review and recommend modifications to procedures.
· Gather and input data for regular reports distributed by PAC Help Desk. 

	10






	4. QUALIFICATIONS, EXPERIENCE, & SKILLS

	State the minimum acceptable qualifications, experience and skills for this job. 

	Minimum Educational Qualifications
	· A High School diploma
· Knowledge of information technology and Microsoft products 
· Ability to work with all types of personalities.
· Ability to take instruction constructively.
· Shows initiative and acts independently to resolve problems. 


	Minimum Experience
	· U.S. citizen or lawful permanent resident.
· Demonstrated analytical and troubleshooting skills
· Demonstrated ability to achieve successful outcomes in handling difficult situations.
· Demonstrated ability to effectively communicate by phone or in person, across all departments.


	Other Job-Specific Skills
	· Ability to work in a manufacturing environment. 
· Shows initiative and acts independently to resolve problems. 
· Demonstrated ability to manage multiple priorities and follow through on projects to completion. 

Note: Reasonable accommodations will be made to enable individuals with disabilities to perform essential functions.




	5. KEY PERFORMANCE INDICATORS

	List the typical key performance indicators that are used to measure success in the job.

	· Helpdesk ticket volume

	· Resolution time

	· Customer Satisfaction




	6. COMMUNICATIONS & WORKING RELATIONSHIPS

	List the main internal and external working relationships for this job, and the reasons for interaction.

	Internal Contacts
	· PAC Engineers
· MANUFACTURING Technicians
· QUALITY MANAGEMENT
· FACILITIES
· HR & FINANCE
· SENIOR LEADERSHIP

	External Contacts
	· Suppliers – hardware & Software 






	7. JOB DIMENSIONS

	No. of Direct Reports
	0

	No. of Indirect Reports
	0

	Financial Dimensions
	Actual compensation will be determined based on education, experience, internal equity, and business needs.




	8.  DECISIONS EXPECTED

	Describe 2 – 3 typical decisions that this job is expected to make and / or influence.

	· Best resolution path for user reported issue
· When escalation of issue is appropriate
· Appropriate communication methods for efficient user support




	9. COMPETENCIES IMPORTANT FOR SUCCESS

	Describe the core competencies critical for this job role.

	· Critical/Innovative Thinking:  Applies logic and reasoning as well as utilizes situational analysis to identify root causes and address problems.  Develops creative/new concepts and establishes strategic direction
· Technical and Business Acumen.  Develops specific knowledge and organizational alignment in one’s area of focus.  Understands business functions and how industry, social, political, and environmental changes contribute to business objectives.
· Communicating with Impact and Influence:  Listens effectively to gain understanding of individuals and organizational perspectives.  Clearly communicates organized thoughts, utilizing oral, written, & verbal skills 



	
10. WORKING CONDITIONS

	Identify the working conditions and physical demands which relate to the essential functions of the position (e.g., physical requirements, work environment, travel, necessary OT, etc.)

	  Work Environment: Ability to operate in a manufacturing environment that may include exposure to equipment noise, temperature variations (heat and cold), dust, and loud conditions throughout the workday.
  Physical Activity: Ability to stand, sit, walk, squat, bend, reach, stretch, and move continuously for extended periods as required by job duties, including working across multiple buildings.
  Sensory Requirements: Ability to read, hear, speak, and see effectively in support of all assigned tasks.
  Material Handling: Ability to lift, carry, push, pull, or otherwise move items weighing up to 25 lbs. without assistance throughout the work shift.
  Safety & Compliance: Ability to work safely and professionally while adhering to all applicable regulatory and organizational requirements (e.g., FAA, OSHA).
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