POSITION
DESCRIPTION

AGENCY/DEPT ID
DAS500000

DIVISION OR INSTITUTION
Cffice of Information Technology

UNIT OR OFFICE
ISD/Customer Service Center

COUNTY OF EMPLOYMENT
Franklin

This row is for Information
Technology classifications ONLY

DFiecIassification

PRIMARY TECHNOLOGY (IT ONLY)

|:|New Position Update

SECON DAH-Y TECHNOLOGY (IT ONLY)

Position Hypetlinkedto  []

Agency Organizational Tree

USUAL WORKING TITLE OF POSITION
CSC Support

POSITION NO. AND TITLE OF IMMEDIATE SUPERVISOR
SEE TABLE OF ORGANIZATION

POSITION NUMBER
20006412

Permanent
[l Temporary
] Intermittent

P< Classified
[ Unclassified
] Essential

Overtime: [ Eligible

If FLSA Exempt, exemption type:

] Exempt

Bargaining Unit 14
PR - 30
Page 1 of 2

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

JOB DESCRIPTION AND WORKER CHARACTERISTICS

Y%

Job Duties in Order of Importance

Knowled&e, Skills & Abilities

75

JOB TITLE
Information Technologist 1

Ao <4/% ves,

Provides support and services within the customer service center (CSC)
to support applications, email, mainframe, network, security, servers &
storage services for multiple state agencies, boards & commissions.
Creates, and analyzes incident & problem tickets to insure proper com-
pletion and assignment of incident or service request. Follows estab-
lished policy and procedures for prieritization categorization. Follows
up to insure resolution within time limits prescribed by service level
agreements (SLAs);follows escalation procedures; Initiates first level
resolution within confines of access and security authority, utilizing
published processes and procedures.

Knowledge of (1) computer hardware,
software & operating (e.g. ServiceNow,
OAKS HCM/ELM/CRM (2) IT stand-
ards, policies & procedures™®; (3) Share-
point, firewalls; (4) agency policies &
procedures *(e.g. work rules, work
deadlines); (5) public relations, custom-
er service; (6} government structure &
process.

Skill in (7) operation of personal com-
puter & associated hardware/software
{e.g. ServiceNow, Footprints).

Ability to (8) define problems, collect
data, establish facts & draw valid con-
clusions; (9) gather, collate & classily
information about data, people or
things; (10) handle complex & sensitive
telephone, written & face-to-face con-
tacts with employees, general public,
private & government officials; (11)
write accurate & concise reports; (12)
conduct necessary research/retrieval of
data & provide appropriate response
verbally and/or in writing to custorers;
(13) prioritize & efficiently & effective-
ly handle multiple tasks; (14) get along
with others.

*developed after employment

JOB CODE
69921

List Position Numbers & Job Titles of Positions Directly Supervised:

SIGNATURE OF AGENCY REPRESENTATIVE

DATE

s

ADM 4107 R 10-08

L
An Equal Opportunity Employer
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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 {may include some weekends and holidays

JOB DESCRIPTION AND WORKER CHARACTERISTICS

% Job Duties in Order of Importance Knowledge, Skills & Abilities
15 | Provides support & service to information system users on a computer | Knowledge of 1-6*

running in standalone, client/server, web-based or networked environ- Skillin 7

ment using established methods and procedures; and perform routine Ability to 8-14

analysis to resolve issues.

10 | Provides overflow and backup services for OAKS Helpdesk processes | Knowledge of 1-6*
and Direct Assistance activities Skill in 7
Ability to 8-14

JOB TITLE
Information Technologist 1

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

> 2214 v
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