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NORMAL WORKING HOURS (Explain unusual or rotating shift):
8 hour shift between the hours of 6:00 am to 7:00 pm (On-call 8 hour shift/40 hour work week (may
include some weekends and holidays)

JOB DESCRIPTION AND WORKER CHARACTERISTICS
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Knowledge, Skills & Abilities
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JOB TITLE
Information Technologist 3

Ao 114l Ve,

JOB CODE
69923

On behalf of the OIT/ISD/Customer Service Center team this position
will serve as a lead worker and act as a VoIP technical liaison by
providing IT support and service to State of Ohio information system
users and/or IT staff:

>
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Provides VoIP support and services within the Customer Ser-
vice Center (CSC) which includes creating, analyzing and
working incident & problem tickets to insure proper comple-
tion and assignment of incidents or service requests.

Follows established policy and procedures for prioritization
categorization.

Follows up to ensure resolution within time limits prescribed
by the Service Level Agreements (SLAs).

Collaboratively support voice network design between State of
Ohio Network and VoIP vendor,

Work collaboratively with VoIP vendor to provide support
and/or recommend changes in the VoIP procedures to meet
customer needs.

Serves as the CSC Point of Contact for VoIP related incidents.
Exchange information with CSC Managers, OIT customers,
VolIP vendor and OIT network engineers.

Knowledge of; (1) enterprise voice man-
agement; (2) oral & written communication
tools & techniques; (3) customer support &
personal service; (4) state & agency policy,
procedures & applicable laws*; (5) enter-
prise coniact center management; (6) tele-
communications (e.g., VOIP); (7) IT securi-
ty principles & methods; (8) mathematic
principles relative to assigned area in IT; (9}
safety practices; {10} operating systems
installation & configuration procedures; (11)
network standards, protocols & procedures,
(12) platform usage; {13) capabilities &
applications of network equiprnent including
hubs, routers, switches, bridges, servers, &
related hardware; (14) technology design
techniques; (15) basic internet server
maintenance techniques; {16} back-up &
recovery techniques; (17) software distribu-
tion, configuration, management tools, tech-
nical writing, & documentation; (18) tech-
nical writing & documentation practices;
(19) IT lifecycle concepts; (20) vendor sup-
port (e.g., support, maintenance & equip-
ment warranty reports).

Skill for: (21) reading comprehension; (22)
speaking; (23) service orientation; (24) in-
stallation; (25) troubleshooting; (26) critical
thinking; (27) systems evaluation & opera-
tion monitoring.

Ability to: (28) iransport items up to 50 lbs;
(29) calculate decimals, percentages & frac-
tions; (30) carry out instructions in written,
& verbal instructions; (32) stay abreast of
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Provides installation, monitoring support and inventory management
for VoIP equipment and utilization by State of Chio users:

»

>
>
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Perform diagnostics and generate action plans to troubleshoot
voice network and faults.

Use CBTS VoIP and/or DAS OIT network designated tools to
monitor connectivity and services.

Engage OIT network engineers or vendor engineers for escala-
tions and higher level support as needed.

Recommends and/or generates enhancements for existing
VoIP infrastructure, software or support tools in compliance
with specifications and standards {e.g., creates &/or modified
programs modules, creates database diagrams, writes standard
queries, writes test cases &/or scripts for unit and systems test-
ing, verified unit and system test results to ensure software is
producing desired results).

Assigns and tracks inventory for VolP phones and equipment;
enters data into asset management tracking and helpdesk tools
(repositories) and manages that data.

Promotes system security and awareness by adhering to the Agency’s
and/or State’s IT security policy(s) and standards:

P

P

Determine impact of known and anticipated incidents that re-
sults in outages or service interruption/degradation

Track the incident management of proactive and reactive is-
sues through CSC ITSM

Job duty, knowledge, skill, and ability statements at a lower-level are
understood to be able to be performed at any higher level,

oral or picture form; (31} understand manual
current technologies in area of IT assigned;
(33) deal with problems involving several
variables in familiar context.

Knowledge of 1-20%*

Skill for 21-17
Ability to 28-33

Knowledge of 1-20*

Skill for 21-17
Ability to 28-33
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