POSITION
DESCRIPTION

AGENCY/DEPT ID
DAS510120

DIVISION OR INSTITUTION
Office of information Technology

UNIT OR OFFICE
|8B/Customer Service Center

COUNTY OF EMPLOYMENT
Frankiin

DRedassiﬁca’cion

DNew Position Update

Position Hypertinked to [

Agency Organizational Tree

USUAL WORKING TITLE OF POSITION
Help Desk & Administration Deputy

20006357

POSITION NO. AND TITLE OF IMMEDIATE SUPERVISOR
information Technology Consultant 3

POSITION NUMBER
20075122

B Permanent
] Temporary
[ Intermittent

Classified
[T Unclassified
[] Essential

Overtime: [_| Eligible

If FLSA Exempt, exemption type:

Exempt

Bargaining Unit

Page 1 of 2

NORMAL WORKING HOURS (Explain unusual or rotating shift):
FROM: 8:00 am

TO: 500 pm

JOB DESCRIPTION AND WORKER CHARACTERISTICS

%o

Job Duties in Order of Importance

Know!edge, Skills & Abilities

70

JOB CODE TI'fLE
Management Analvst Supervisor 2

20

E Wéfl "7/ 90 Vet

Serves as agency manager for Ohio Administrative Knowledge System
{OAKS) Help Desk & directory assistance within Customer Service
Center (CSC): develops & implements help desk policies, procedures,
mission, vision & goals; supervises, directs, & oversees day-to-day
activities of Customer Service Assistants (CSAs) & telephone operators
{e.g., provides work direction, plans & assigns work schedules, con-
ducts performance evaluations, researches & develops training, ap-
proves time & leave, initiates discipline, sets goals, conducts interviews
& makes hiring recommendations); participates in development of stra-
tegic plans (e.g., budgeting, equipment resourcing, workforce staffing,
facilities management, training/organizational development, perfor-
mance management); serves as spokesperson for OAKS Help Desk &
directory assistance; ensures help desk compliance with appropriate
state laws, rules &/or policies (e.g., ORC, OAC, federal laws & rules);
attends management meetings; facilitates resohrtion to difficult func-
tional problems; schedules meetings &/or training sessions for the help
desk Administrator & staff] creates, oversees development & provides
interpretation of help desk reports & metrics (e.g., Peoplesott Query,
Automatic Call Distribution System, Customer Relations Management
System, daily bulletin & Share Point); develops & implements tele-
phone scripts, job aids, procedure manuals, guidelines & FAQ sheets.

Assists staff in responding fo higher-level help desk inquiries: responds
to inquiries (e.g., phone, email & walk-ins) that CSAs & telephone op-
erators cannot resolve; develops & provides training for office staff &
OAKS users; assists in documentation & analysis of help desk issues;
provides direction to staff regarding how to research & document issues
& solutions: handles challenging issues &/or customers; serves as men-
tor for all staff; prepares agenda & minutes for meetings; oversees of-
fice budget development & controls expenditures; plans & coordinates
purchase & allocation of office space, telephones, equipment & sup-
plies; makes arrangements for meetings, seminars, conferences & meet-
ing space.

Knowledge of (1) OQAKS modules; (2)
supervision principies; (3) business ad-
ministration; (4) help desk or call center
processes, procedures, & management;
{5) PeopleSoft Customer Relations
Management System; (6) Sharepoint;
(7} employee training & development;
(8) budgeting; {9) state laws, rules, &
policies related to help desk;

Skill in {10) operation of personal com-
puter & associated hardware/software
{e.g., Microsoft Office Suite, PS Query,
Cognas);

Ability to (11} deal with many variables
& determine specific cowrse of action;
{12) use proper research methods in
gathering data; (13) draft &/or edit ad-
ministrative policies, procedures, in-
formational booklets & directives; (14)
gather, coliate & classify information.

Knowledge of 1, 2,3,4,5,6,7,8,9
Skills in 10
Ability to 11, 12, 13, 14

JOB CODh
63126

List Positicn Numbers & Job Titles of Positions Directiy Supervised:

20075123 Customer Sve Assist 1
20075124 Customer Sve Assist |
200673569 Customer Sve Asgist |
200773573 Customer Sve Assist |
20075372 Customer Svc Assist |

20006399 Telephone Operator 1
20006400 Telephone Operator |
20006401 Telephone Operator !

SIGNAFURE OF AGENCY REPRESENTATIVE

I

DATE

7/9 /o

20006402 Telephone Operater 1
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USUAL WORKING TITLE OF POSITION POSITION NO. AND TITLE OF IMMEDIATE SUPERVISOR
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G
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Z

; § Help Desk & Administration Deputy 20006357 Information Technology Consuiltant 3.
S Permanent | [{ Classified Overtime: [_] Eligible Exempt Bargaining Unit
a‘g ] Temporary | [ Unclassified

o 10 intermittent | 1 Essential If FLSA Exempt, exemption type: Page 2 of 2

FROM: 8:00 am

TO: 5:00 pm

NORMAL WORKING HOURS (Explain unusual or rotating shift):

JOB DESCRIPTION AND WORKER CHARACTERISTICS

% Job

Duties in Order of Imporiance

Knowledge, Skills & Abilities

10

ement Analvst Supervisor 2

JOB CODE TITLE

&ﬂﬁ ﬁ/ !7/ ff/ 19 W Manag

Performs other related dutics as assigned: identifies areas of significant
change for process improvement; attends staff meetings.

Knowledge of 1, 3,4, 5,9
Skills in 10,
Ability to 11, 12, 14,

tions

call center,

20075372 Customer Sve Assist |

el
8 ° List Position Numbers & Job Titles of Positions Directly Supervised: SIGNATLRE, OF AGENCY REPRESENTATIVE DATE
< | _ gz, o
& ¢ | 20075123 Customner Sve Assist 1 20006399 Telephone Operator | / 7 (P
O % § 20075124 Customer Sve Assist 1 20006400 Telephone Operator 1 ~F N e amtn ! A 7 ? 70
= 20073569 Customer Sve Assist T 20006401 Telephone Operator } .
20073573 Customer Sve Assist | 20006402 Telephone Operator | M//

ADM 4107 R 10-08

An Equal Opportunity Employer

Position Specific Minimum Qualifica-

12 mos. exp. managing a help desk or




