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Opportunities in Tech Support

Why Tech Support?
Information Technology, or IT for short, is everywhere
and so are the jobs that support it. For some businesses,
IT is their focus. For others, it helps them operate. Within
IT, tech support is a large and growing field. The New
York State Department of Labor predicts a growth rate
of 12 percent for tech support jobs.1 Within the last year
alone, there were more than 700 Lower Hudson Valley
tech support positions advertised online.
Because IT jobs generally pay well, are in-demand and are
expected to grow, they are often the focus of public and
private investment. Educational demands for IT jobs are
typically high, with most requiring at least a bachelor’s
degree. Tech support jobs were selected for attention in
this initiative because they are accessible to people who
have a middle-skill level of education. These jobs require a
combination of skills and knowledge that can be hard for
employers to find. With more education and experience,
tech support professionals can plug into promising
technology career pathways.

What is Tech Support?
People who work in tech support help computer users.
This can mean setting up and maintaining computers
and other devices, installing software, troubleshooting
user problems with email, software or lost files, or making
sure servers and networks are operating optimally. Tech
support people answer questions and solve problems.
They maintain records of everything they do so that they
and others can learn from solved problems and remedial
actions taken.
Tech support is constantly being challenged by
technological advancements. No longer are people
working only on desktop computers. In a trend known as
“BYOD” (for bring-your-own-device), people are taking
their own laptops, tablets, phones and other devices to
work or school. They want free, wireless connectivity in
order to use these devices. Tech support workers must
master these mobile devices, their operating systems, and
the applications that run on them. As devices proliferate,
so do the risks with cyber-security, which require a new set
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New York State Department of Labor Long-Term Occupational
Employment Projections for the Hudson Valley Region, 20122022, Computer User Support Specialist.

of skills for tech support workers. They must constantly
keep up-to-date and learn new skills.
Jobs in tech support vary from employer to employer,
influenced by factors such as firm size, the nature of
the help desk or desktop support function, and the
arrangements used for providing tech support. A tech
support job in a smaller firm might offer a broader range
of tasks, while a highly structured tech support function
within a larger firm might offer greater advancement
opportunity. Many companies contract out the routine
aspects of the tech support function, sometimes to offshore locations, while others handle all tech support inhouse. Sometimes the function is split between an outside
vendor and in-house IT staff.
Usually, the tech support function is tiered. In Tier 1,
someone typically takes the initial inquiry and addresses
relatively simple hardware, software, or network issues. If
the Tier 1 analyst cannot address the problem, he or she
will escalate it to Tier 2.2 Tier 2 and Tier 3 analysts usually
resolve more complex system and application problems,
identify trends in tech support requests, and come up
with preventive solutions through research. Industry
experts interviewed in connection with this research
also mentioned Tier 0 tech support, or self-service. This
often takes the form of online resources, such as how to
reset a password, or having “frequently asked questions”
to facilitate self-help by users. As users become more
sophisticated, more tech support issues are moved to Tier 0.
Help desk jobs normally involve telephone or online
requests, and assistance is provided using these or other
vehicles, such as remote-control tools. “Desktop support”
can be remote, but it often involves in-person, face-to-face
assistance. Many employers use very generic job titles,
especially at the entry level (such as IT Support Specialist/
Technician/Assistant), which can connote either help desk
or desktop support or some combination of the two.

Where are the tech support jobs?
Tech support positions are distributed widely across a
range of industries where computer systems are used.
Top industries include computer systems design and
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Education

Certification

College Major

Years of
Experience

Median
Salary*

Help Desk Analyst (Tier 1)

HS + Trng

A+/Network +

N/A

0–1

37K

IT Support Specialist/
Technician

HS + Trng

Network +, MCSA

N/A

0–1

38K

Computer/Network Support
Technician

HS + Trng

CCNA

N/A

0–1

39K

Desktop Support Technician

Associate

A+/Network +,
CCNA

CS, CIS

2–4

43K

Mid

Help Desk Analyst (Tiers 2 & 3)

Associate

MCSA, CCNA

CS, CIS

2–4

44K

Network Administrator

Associate, Bachelor’s
preferred

CCNA, CCNP

CS, CIS

3–5

53K

Systems Administrator

Bachelor’s

MCSE, CCNA

CS

3–5

64K

Help Desk Manager

Bachelor’s

CCNA

CS, CIS

3–5

69K

IT Project Manager

Bachelor’s

PMP

CS

6–8

88K

Entry

Title

Mid-High

TECH SUPPORT JOBS

TECH SUPPORT CERTIFICATIONS
CompTIA A+ is a vendor-neutral certification that tests competence
with the most common hardware and software technologies in
business and certifies the skills necessary to support complex IT
infrastructures.
CompTIA Network+ is a vendor-neutral networking certification
that validates the essential knowledge and skills needed to design,
configure, manage and troubleshoot any wired and wireless networks.
CompTIA recommends having the A+ certification and nine months’
networking experience before sitting for the exam, but this is not
required.
Cisco Certified Network Associate (CCNA) certifies the ability to
install, configure, operate, and troubleshoot medium-size route and
switched networks, including implementation and verification of
connections to remote sites in a wide area network (WAN).

related services, a category that includes the outside
vendors of tech support (also known as managed service
providers), colleges and universities, and elementary and
secondary schools. Corporate headquarters, government,
legal services, nonprofit organizations, and health care
providers all hire tech support professionals.

What do employers want?
Entry-level tech support jobs generally require a minimum
of a high school diploma or its equivalent and technical
training. One employer noted that, “the technical skills
are a given” for all tech support jobs. Another opined,
“Google aside, most companies don’t care about degrees;
skills are more important.” Certifications that demonstrate
basic technical competence, such as CompTIA’s A+, are
required by some, but not all, employers.
In addition to the required technical skills, employers are
looking for people who have:
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Customer service experience
Good communication skills
Ability to think through problems and search for solutions
Positive attitude and eagerness to learn new things

NEW SKILLS AT WORK IN THE LOWER HUDSON VALLEY

Cisco Certified Network Professional (CCNP) validates the ability to
plan, implement, verify and troubleshoot local and wide-area enterprise
networks and work collaboratively with specialists on advanced
security, voice, wireless, and video solutions. People with at least one
year of networking experience qualify.
Microsoft Certified Solutions Associate (MCSA) certification
validates expertise in network administration and system environment
based on Microsoft Windows operating systems.
CS = Computer Science
CIS = Computer Information Systems
* Median salary was supplied by Payscale.com and represents self-reported
earnings in Westchester County, New York.

 Hands-on experience
 Patience and an ability to explain things in a nontechnical way
Employers report growing difficulty finding people with
the right communication skills, including telephone,
interpersonal, and customer support skills. Because
users who experience problems with their computers
or other devices are often upset, it is critical for tech
support workers to calm them and instill confidence. As
one employer said, “the stereotypical techie won’t work.”
Even though it is called “tech support,” this is a “people”
field, best suited to people with technical skills who get
satisfaction from helping others.
Employers also said that tech support staff must have a
good sense of what they can handle themselves and when
to refer an issue to someone with greater or specialized
technical knowledge. It can be counterproductive, if not
disastrous, for a tech support worker to try to handle a
matter beyond his or her level of knowledge or skill.
In every case, employers train new hires on the job and
arrange for them to learn additional skills through in-

person or online courses. They need staff that can stay
up-to-date and learn as much as possible.

technology and constantly learn new things to progress in
their career.

Mid-level jobs are often promotional from entry-level
jobs and require a greater depth of knowledge. At this
level, employers prefer additional education, especially
an associate degree. Many also seek certifications such as
Network+, CCNA or CCNP, or MCSA.

Mid-to High-level tech support jobs typically require
a bachelor’s degree and at least five years of work
experience, although it is possible to be internally
promoted into these jobs by substituting experience for
more education.

Some of these jobs include supervisory responsibilities
and more detailed knowledge, on both the technical and
project management sides. Sometimes, tech support
workers begin to specialize, for example, into network/
server support or workstation/desktop support. If the
help desk function is contracted out, some people might
specialize within a particular industry.

Additional certifications required for mid to high level jobs
include CCNA or CCNP. Some employers may require the
interdisciplinary Project Management Professional (PMP)
certification.

In addition to the education and certification preferences,
employers like to see:
 At least two years of work experience in the field
 Some supervisory experience
 A demonstration that the individual has the skills to
perform the next level job
Most employers provide ongoing training, which can
be hands-on, online or offsite. These opportunities are
great for those who want to stay current with changes in

Tech Support Career Paths
In most cases, people in tech support stay within tech
support and do not move into other areas of IT.3 They
may progress into more sophisticated technical areas
or into management or may become business analysts.
While some people may branch out into web or software
development, these pathways are not typical.
3

This assessment is based on interviews with tech support
managers in the Lower Hudson Valley and in New York City,
and on proprietary information from PayScale.com provided to
the New York City Labor Market Information Service by Monster
Government Solutions. The information from PayScale.com is
based on self-reported information from surveys completed by
individuals who have worked in tech support positions in the New
York City Metropolitan area.

TECH SUPPORT CAREER PATHS

Help Desk Manager
$69K

Systems Administrator
$64K

IT Project Manager
$88K

Systems Administrator
$64K

Tier II/Level II Help Desk
Analyst
$44K

Desktop Support
Technician
$43K

Desktop Support Technician
$43K

Network Administrator
$53K

Tier I/Level I Help Desk
Analyst
$37K

Tier I/Level I Help Desk
Analyst
$37K

Tech/Network
Support Specialist
$39K

Computer/Network
Support Technician
$39K

TECH/NETWORK
SUPPORT SPECIALIST

COMPUTER/NETWORK
SUPPORT TECHNICIAN

+ bachelor’s

+ associate

+ bachelor’s

+ associate

TIER I/LEVEL I HELP DESK ANALYST
(PATHS 1 & 2)

+ bachelor’s

+ associate

+ bachelor’s

+ associate/bachelor’s

Pay figures reflect median wages, which were supplied by Payscale.com and represent self-reported earnings in Westchester County, New York.
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