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JOB DESCRIPTION AND WORKER CHARACTERISTICS

% Job Duties in Order of Importance

Knowledge, Skills & Abilities

60 | On behalf of the Office of Information Technology (OIT)/ISD/
ServiceNow the position will assist with managing agency en-
gagements and work with the Product & Project on project tasks
and delivery. The position will work with customers within
DAS as well as other state agency partners. Areas of responsibil-
ities will be to:

¢ Create and communicate product enhancements, release up-
dates and other product development efforts to DAS and oth-
er agencies using the ServiceNow Platform.

¢ Research, review and answer technical questions regarding
the product when escalated.

Facilitate and schedule product meetings

*  Assist with implementing the ServiceNow roadmap for fu-
ture product enhancements by creating documentation for de-
sign, communication and will be responsible for UAT on de-
velopment of new applications/modules within ServiceNow.

o  Assist Product Owner and Project Manager to ensure suc-
cessful project deliverables.

e Actas a liaison between various stakeholders, managing
stakeholder’s expectations and ensuring successful commu-
nications between project team members.

¢ Plan, prepare and conduct formal mentorship activities for
peers and/or lower-level staff via verbal instruction or pro-
ducing content for the different types of applica-
tions/modules/deliverables.

*  Assists Executive Management/Product Owner/Lines of
Business in developing and implementing ServiceNow strat-
egies and data administration.

* Design and develop business plan for continuity for dealing
with problems and resolving issues within DAS and other
agencies.

» Create project and systemn reports to keep Executive Man-
agement informed of projects and system status.

JOB CODE TITLE
Business Process Analyst 3
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Knowledge of: (1) oral and written
communication tools and techniques;
(2) customer support and personal ser-
vice; (3) Project Management lifecycle
methodologies; (4) IT systems devel-
opment lifecycle management concepts;
(5) technical writing and documentation
practices; (6) quality assurance princi-
ples; (7) requirement analysis principle
and methods; (8) methods and ap-
proaches for sharing information
through the use of IT assets; (9) busi-
ness process modeling methods and
techniques.

Skill for: (10) reading comprehension;
(11) assuring quality; (12) identifying
and specifying business requirements;
(13) operation analysis; (14} time man-
agement; (15) facilitating meetings;
{16) woubleshooting; (17) critical think-
ing; (18) complex problem solving.
Ability to: (19) define problems; (20)
collect data; (21) establish facts and
draw valid conclusions; (22) prepare
meaningful, accurate and concise re-
ports; (23) stay abreast of current tech-
nologies in area of IT assigned; (24)
communicate effectively; (25) manage
multiple demands or tasks on projects;
(26) get along with people.
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25 | Assist the ServiceNow Project Manager in the areas of:

sure optimum use of contract resources.
e  Assigns work projects and priorities with contrac-

ing with ServiceNow.

and projects for ServiceNow.
risks and changes related to processes, projects and procedures.
Assists in developing project task plans, leading meetings and

other related tasks to gather and coordinate activities for re-
quirements gathering. Develops skills and understanding of ad-

JOB CODE TITLE
Business Process Analyst 3

evaluations, and recommendations to meet defined business re-
quirements. Answers questions and presents mentorship oppor-

vation or technical documentation.
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tors/consultants for DAS major projects and agency onboard-

» Provides management, direction and training of work efforts

vanced business modeling, technology solutions, vendor solution

tunities to peers and/or lower-level staff via conversation, obser-

Knowledge of 1-9

s  Align budget with contract and long range plans for Service- { Skillin 10- 18
Now project implementation and discretionary funding to en-

Ability to 19 - 26.

15 | Develops skills necessary to provide, and assists with, managing | Knowledge of [-9

Skill in 10 - 18
Ability to 19 - 26.
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