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	EMPLOYMENT

       OPPORTUNITY
	1.  RPA #

10445-ETS
ANALYST’S INITIALS

SM
DATE

9/30/15


	YOU MUST BE A PERMANENT OR PROBATIONARY STATE EMPLOYEE, A FORMER PERMANENT OR PROBATIONARY EMPLOYEE OR ON AN EMPLOYMENT LIST FOR THIS CLASSIFICATION IN ORDER TO APPLY FOR THIS POSITION.

	CLASS TITLE

Staff Information Systems Analyst (Specialist)
	POSITION NUMBER

306-072-1312-xxx
	TENURE

 FORMDROPDOWN 
      
	TIME BASE

 FORMDROPDOWN 
      
	CBID

R01

	OFFICE OF

Enterprise Technology Solutions
	LOCATION OF POSITION (CITY or COUNTY)

Los Angeles
	 FORMDROPDOWN 
 SALARY

$5295

TO
$6963

	SEND APPLICATION TO:

Department of General Services
P.O. Box 989052
MS 300
West Sacramento, CA  95798-9052
Attn:  Joe Frei
	REPORTING LOCATION OF POSITION

700 N. Alameda St., Los Angeles, CA 90012
	

	
	SHIFT AND WORKING HOURS

 FORMDROPDOWN 
 - 8:00 a.m. to 5:00 p.m.
	

	
	WORKING DAYS, SCHEDULED DAYS OFF

MONDAY through FRIDAY,  DAYS OFF:  SAT/SUN
	

	
	PUBLIC PHONE NUMBER

(916)  443-9617
	PUBLIC PHONE NUMBER

(   )     -    
	

	
	SUPERVISED BY AND CLASS TITLE

Brian Lawson, Sr. ISA (Sup)
	FILE BY

10/9/15


	Please reference RPA #10445-ETS on your State application <br>
<br>
SELECTION CRITERIA - - <br>
· SROA/Surplus employees are encouraged to apply. <br>
· Transfers, reinstatements, or recruitment from the employment list may be considered.  Consideration may be given to applicants on another Department’s employment list, provided the criteria are met to transfer the eligibility from the employment list to DGS’ employment list<br>
· Applications will be evaluated based on eligibility and desirable qualifications and interviews may be scheduled. <br>
<br>
<br>
The Department of General Services’ (DGS) Core Values and Employee Expectations are key to the success of the Department’s Mission. That mission is to “Deliver results by providing timely, cost-effective services and products that support our customers.”   DGS employees are to adhere to the Core Values and Employee Expectations, and to perform their duties in a way that exhibits and promotes those values and expectations. <br>
<br>
<br>
All work is to be performed in accordance with State and Federal laws and rules, State Personnel Board, Department of Personnel Administration, State Administrative Manual (SAM), Government Code and other statutory mandates, and/or principles and guidelines of the Department of General Services (DGS) Executive Management. <br>
<br>
<br>
<br>
DUTIES<br>
Under the general supervision of the Sr. Information Systems Analyst (Supervisor), the incumbent performs complex technical duties in support of the Department of General Services’ (DGS) information technology systems; including but not limited to the most complex hardware/software troubleshooting, team ticket assignment, and quality assurance on first level tickets. The Staff ISA also acts as Unit lead for onsite and offsite staff. <br>
<br>


	The State of California is an equal opportunity employer to all, regardless of age, ancestry, color, disability (mental and physical), exercising the right to family care and medical leave, gender, gender expression, gender identity, genetic information, marital status, medical condition, military or veteran status, national origin, political affiliation, race, religious creed, sex (includes pregnancy, childbirth, breastfeeding and related medical conditions), and sexual orientation..

DGS JOB HOTLINE PHONE (916) 322-5990                            CALIFORNIA RELAY SERVICE FROM TDD PHONES 1-800-735-2929
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	 CLASS TITLE

Staff Information Systems Analyst (Specialist)
	POSITION NUMBER

306-072-1312-xxx
	RPA NUMBER

10445-ETS
	FILE BY


10/9/15

	<br>
ESSENTIAL FUNCTIONS<br>
<br>
Complex Technical Problem Resolution<br>
Performs a variety of complex second level technical systems services in support of DGS’ internal and external customers:

· Perform complex analysis on desktop, laptop, and mobile device hardware/software issues, document technical problems, and present to management for recommended effective solutions for highly customized systems for various DGS divisions/offices. <br>
· Resolve escalated complex technical problems referred by first level support technicians such as specialized applications (e.g. ABMS and Practice Manager). <br>
· Serve as lead for onsite and offsite Customer Support Unit; monitor ticket assignment, and perform quality assurance of first level support tickets. <br>
· Provide leadership and technical direction to team members in order to complete assignments using written and verbal communication. <br>
· Lead the development of complex technology scripts and provide training to Service Center, Customer Support, and Service Management staff on accepted solutions and new technologies.  <br>
· Lead the development of complex Change Orders and present to the Change Management Team for approval.

· Serve as a project lead on complex IT hardware and software upgrades and participate on complex new hardware and software technology projects representing the Service Center, Customer Support, and Service Management Teams. <br>
· Lead the analysis of complex technology improvements within the divisions/offices by collaborating with customers on their needs; actively monitor the need for hardware repair/replacement by preparing recommendations for service improvement to senior management. <br>
· Provide complex technical direction and guidance to customers and team members in order to complete complex assignments such as workstation refreshes, software upgrades, and new technology replacement, using written and verbal communication. <br>
<br>
Communication<br>
In partnership with DGS’ divisions/offices: <br>
· Provide status to customers, management, and team members, on complex IT tasks and projects, using email, meetings, and written status reports in accordance with ETS templates. <br>
· Create complex information technology articles, procedures, and processes; train staff and publish on the ETS wiki site in order to provide the Service Center with detailed information to assist customers through first call resolution. <br>
· Communicate complex information technology articles to DGS internal and external customers for self service. <br>
<br>
Technical Analysis<br>
· Lead the research of complex new technologies through professional publications and organizations, networking with peers in private and public industry, the internet, and social media in order to keep abreast of best industry practices. <br>
· Consult with industry experts by attending technical seminars and training classes for continuous learning in information technology. <br>
· Lead the analysis of both complex hardware and software options to evaluate products by installing products in a test environment and preparing written recommendations to management using product specifications and supporting detail analysis. <br>
<br>
Project Management<br>
· Lead and participate in projects such as workstation refresh and mobile device management, and implement accepted recommendations. <br>
· Communicate current status on tasks and projects to customers, management, and peers, using email, meetings, and written status reports, in accordance with ETS communication templates. <br>
· Apprise management of the status and progress of complex work unit operations, programs and projects. <br>
<br>
<br>
MARGINAL FUNCTIONS<br>
· In order to adhere to DGS IT purchasing policies and procedures, serve as the advanced technical specialist for the completion of the Desktop and Mobile Computing Justification form.  <br>
<br>
<br>
KNOWLEDGE AND ABILITIES<br>
<br>
Knowledge of: Principles of public administration, organization, and management; information technology systems equipment, software, and practices; analytical techniques; technical report writing.  <br>
<br>
Ability to: Provide exemplary customer service, analyze information and situations, identify and solve problems, reason logically, and draw valid conclusions; develop effective solutions; apply creative thinking in the design of methods of processing information with information technology systems; monitor and resolve problems with information technology systems hardware, software, and processes; establish and maintain effective working relationships with others; communicate effectively. <br>
<br>
<br>
DESIRABLE QUALIFICATIONS<br>
· Ability to successfully lead and mentor a team of IT professionals<br>
· Proficiency with Window 7 and above Operating Systems<br>
· Proficiency with the Microsoft Office Suite of tools<br>
· Experience with the development\creation of software images<br>
· Experience troubleshooting hardware and software problems<br>
· Experience supporting mobile devices<br>
· Experience with remote control tools<br>
· Experience with Service Center software tools (i.e. Remedy) <br>
<br>
<br>
SPECIAL PERSONAL CHARACTERISTICS: <br>
· A demonstrated interest in assuming increased responsibility, mature judgment, and ability to work independently as well as in a Team environment. <br>
<br>
<br>
INTERPERSONAL SKILLS <br>
· Interact successfully in a team environment. <br>
· Communicate effectively with individuals from varied experiences, perspectives and backgrounds. <br>
· Maintain a positive attitude under pressure in order to reach the best solution with the customer. <br>
<br>
<br>
ADDITIONAL DESIRABLE QUALIFICATIONS<br>
· Analytical Thinking<br>
· Creative Thinking<br>
· Planning and Organizing<br>
· Managing Work<br>
· Organizational Awareness<br>
· Ethics and Integrity<br>
· Forward Thinking<br>
· Technical/Professional Knowledge and Skill<br>
· Thoroughness<br>
· Written Communication<br>
<br>
<br>
WORK ENVIRONMENT, PHYSICAL OR MENTAL ABILITIES REQUIRED TO PERFORM DUTIES<br>
· Busy professional office environment requiring effective handling of multiple deadlines and sensitive issues. <br>
· Possess a valid California Driver’s license. <br>
· Willingness to work overtime on an occasional basis. <br>
· Willingness to travel alone locally for meetings and off-site support, and occasionally out of town for equipment deployments and/or desktop support. <br>
· Frequent bending, stooping, and kneeling. <br>
· Occasional lifting of IT equipment up to 30 pounds and carrying with assistance of rolling carts. <br>


