PIPELINE Project

Competency Model for Information Technology
Occupation: Service Desk/Front Line Support or Computer User Support Specialist

Employer-Specific Occupation-Specific
Requirements Competencies

Create and Maintain IT Documentation

Coordinate, Communicate and Document
Network Changes

Establish and Maintain User Accounts and
Access Privileges

End-to-End Testing of Workstations

Install Software, Hardware and Peripherals
Maintain Anti-Virus Services

Log Analysis and Incident Reports
Customer Service Skills

Industry-Sector Technical Competencies

Trouble Ticket Communication Install, Common System Backups,
Systems, with Customers Configure, Network Retrieve and
Connecting with Trouble Repair Devices, Routers Restore Lost

Remotely Tickets Workstations and Switches Files and Data

—

Industry-Wide Technical Competencies

Principles of | Databases Networks,  Software User and Digital Risk Mgmt.,
. Telecom, | Development - . Security and
Information and - Customer | Mediaand |Compliance .
Technology | Applications Wireless & and Support | Visualization Information
Mobility ' Management Assurance

Personal Effectiveness Competencies

Interpersonal

Skills and ‘ Integrity Lifelong

Learning

Dependability

and Reliability gid

Flexibility

Adaptability
Teamwork

Professionalism | Initiative |

Based on: Information Technology Competency Model Employment and Training Administration, United
States Department of Labor, September 2012.



