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	EMPLOYMENT

       OPPORTUNITY
	1.  RPA #

9665 -ETS 
ANALYST’S INITIALS

AIO
DATE

4/13/15


	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

Sr. Information Systems Analyst (Supervisor)
	POSITION NUMBER

306-072-1340-XXX
	TENURE

 FORMDROPDOWN 
      
	TIME BASE

 FORMDROPDOWN 
      
	CBID

S01

	OFFICE OF

Enterprise Technology Solutions
	LOCATION OF POSITION (CITY or COUNTY)

West Sacramento
	 FORMDROPDOWN 
 SALARY

$5,967
TO
$7,843


	SEND APPLICATION TO:

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

707 3rd Street, 3rd Floor
	

	
	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)  375-4786
	PUBLIC PHONE NUMBER

(   )     -    
	

	
	SUPERVISED BY AND CLASS TITLE

Terri Bollinger, DPM III
	FILE BY

4/29/2015


	Please reference RPA #9665-ETS on your State application<br>
<br>
SELECTION CRITERIA - -<br>
· Please submit a completed State Application (STD 678) and resume to the address above<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>
The Department of General Services’ (DGS) Core Values and Expectations of Supervisors and Managers 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 managers and supervisors are to adhere to the Core Values and Expectations of Supervisors and Managers, and to exhibit and promote behavior consistent with those values and expectations. <br>
<br>
This position is designated under the Conflict of Interest Code. The position is responsible for making, or participating in the making of governmental decisions that may potentially have a material effect on personal financial interests. The appointee is required to complete form 700 within 30 days of appointment. Failure to comply with the Conflict of Interest Code requirements may void the appointment. <br>
<br>
DUTIES<br>
Under general direction of the Customer Technology Services Section Chief, the incumbent acts in a full supervisory capacity within the Customer Support Unit.  The incumbent is responsible for the supervision of the most complex, second level IT support across the enterprise. <br>
<br>
ESSENTIAL FUNCTIONS<br>
<br>
Supervision<br>
· Act as Customer Support Unit supervisor, planning, directing, and coordinating staff activities, including but not limited to the most complex, second level IT support problem resolution, mobile device support, hardware and software upgrades, and security updates. <br>



	CALIFORNIA STATE GOVERNMENT ( EQUAL OPPORTUNITY TO ALL REGARDLESS OF RACE, COLOR, CREED, NATIONAL ORIGIN, ANCESTRY, SEX, MARITAL STATUS, DISABILITY, RELIGIOUS OR POLITICAL AFFILIATION, AGE OR SEXUAL ORIENTATION.   IT IS THE OBJECTIVE OF THE STATE OF CALIFORNIA TO ACHIEVE 

A DRUG FREE WORK PLACE.  ANY APPLICANT FOR STATE EMPLOYMENT WILL BE EXPECTED TO BEHAVE IN ACCORDANCE WITH THIS OBJECTIVE BECAUSE 

THE USE OF ILLEGAL DRUGS IS INCONSISTENT WITH THE LAW OF THE STATE, CIVIL SERVICE RULES, AND A SPECIAL TRUST PLACED IN PUBLIC SERVANTS.

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

GS1T (REV. 1/98) - BPM 03/00


	 CLASS TITLE

Sr. Information Systems Analyst (Supervisor)
	POSITION NUMBER

306-072-1340-XXX
	RPA NUMBER

9665 -ETS
	FILE BY


4/25/2015     

	· Monitor and assign workload to staff and provide comprehensive expectations on assignments, tasks and desired outcomes. <br>
· Lead and/or assign projects such as software and/or hardware upgrades and validate for accuracy and completeness. <br>
· Perform the resolution of the more complex conflicting priority requests for service and products required by various departmental programs such as service outages and software viruses, in order to ensure service requests with the greatest impact to DGS are resolved first. <br>
· Develop, establish and implement short and long-term organizational goals, objectives, policies and operating procedures; monitor and evaluate operational effectiveness and perform the implementation of process improvement. <br>
· Develop, establish and monitor performance metrics such as Average Time to Resolution, Average Number of Open Tickets, and Top Ten Recurring Incidents and communicate those measurements to staff, peers and management in order to ensure response times meet ETS’ service level agreements. <br>
· Perform the hiring, promotion and retention of qualified employees. <br>
· Evaluate and provide staff training, methods, priorities and deadlines; approve formal training plans necessary to perform tasks effectively. <br>
· Conduct training to unit staff on IT policies and procedures in accordance with State and DGS IT standards. <br>
· Ensure the adherence to the Unit’s Operational Plan; making ongoing changes as appropriate. <br>
· Monitor and approve staff time on a weekly basis. <br>
· Ensure sufficient leave credits available for requested leave. <br>
· Provide regular weekly status reports to upper management. <br>
<br>
Customer Support Technical Lead<br> 

Lead a variety of the most complex second level IT systems services in support of DGS’ internal and external customers:<br>
· Collaborate with the ETS Operations and Applications Sections on the most complex technical support issues; i.e. application outages, storage capacity, mobile device management. <br>
· Collaborate with the ETS Enterprise Architect team to ensure the most complex technical compliance and consistency across the Department. <br>
· Act as first level escalation for customers regarding technical support and mentor staff on escalation processes, in order to ensure service requests do not escalate to second and third level; except as appropriate. Train staff on recurring escalation issues. <br>
· Provide the most complex technical second level desktop support; i.e. hardware failures, that cannot be resolved by staff; document technical resolution and train staff. <br>
· Provide the most complex technical third level triage services for work requests and incidents; i.e., network outages, that cannot be resolved by staff; document technical resolution and train staff. <br>
· Ensure that solutions provided to customers are consistent with DGS IT Standards and Information Security Policies and Procedures to minimize risk and optimize performance. <br>
· Monitor and escalate, as appropriate, the daily concerns for all ETS units to the Customer Technology Services Section Chief using the DGS standard monitoring tool (Remedy). <br>
<br>
Project Management<br>
· Lead and participate in projects such as workstation refresh and mobile device management, and implement accepted recommendations. <br>
· Ensure proactive communication with clients and management in order to keep them abreast of project status using project meetings, e-mail and status reports in accordance with ETS standards. <br>
· Apprise management of the status and progress of work unit operations, programs and projects. <br>
· Participate in the review and approval of technical documents and procedures written by Desktop Support Unit staff, providing guidance where appropriate. <br>
· Develop the most complex procedures and methodologies outlining the steps to follow to maintain the Desktop Support Operational Plan by developing and adhering to project implementation timelines, action plans and work unit procedures. <br>
· Identify the most complex problems and issues that impact the progress of work projects and assignments by identifying time constraints, resource limitations, scheduling conflicts and scope creep. <br>
· Identify the most complex appropriate alternatives to resolve problems related to the completion of work projects by modifying schedules, adjusting deliverable dates, altering resource allocations in order to ensure timely resolution and minimize impact. <br>
· Prioritize and schedule work to be completed by developing action plans for assignments and determines the assignment and order of project steps to be completed by each team member.<br>
<br>
Communication<br>
· Identify the most complex technology improvements within the divisions/offices by communicating with customers on their needs, actively monitoring hardware need for repair/replacement, and bringing recommendations for service improvement to senior management. <br>
· Provide the most complex technical direction and guidance to customers and team members in order to complete assignments such as workstation refreshes, software upgrades, and new technology replacement, using written and verbal communication. <br>
· Oversee and lead IT hardware and software upgrades and participate on the most complex/broad scope IT new hardware and software technology projects representing the Service Center,  Customer Support, and Service Management Teams. <br>
<br>
MARGINAL FUNCTIONS<br>
Maintain professional and technical knowledge by attending educational workshops, viewing professional publications, establishing networks, and participating in information technology organization forums in order to be knowledgeable in new technologies. <br>
<br>
In order to adhere to DGS IT purchasing policies and procedures, acts as a subject matter expert for the completion of the Desktop and Mobile Computing Justification form. <br>
<br>
KNOWLEDGE AND ABILITIES<br>
Knowledge of: Principles of public administration, organization, and management; information technology systems equipment, software, and practices; analytical techniques; technical report writing. Principles of personnel management, supervision, and training; the department's Equal Employment Opportunity objectives; a manager's role in the Equal Employment Opportunity and the processes available to meet equal employment objectives. <br>
<br>
Ability to: 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. Supervise technical personnel; effectively contribute to the department's equal employment objectives. <br>
<br>
DESIRABLE QUALIFICATIONS<br>
· Ability to successfully lead and mentor a team of IT professionals<br>
· Exhibit excellent written and verbal communication skills<br>
· Receptive to ideas from managers, peers, staff and customers<br>
· Strive for efficiency and excellence<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 (i.e. Dameware) <br>
· Experience with Service Center software tools (i.e. Remedy) <br>
<br>
WORK ENVIRONMENT, PHYSICAL OR MENTAL ABILITIES: <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>
<br>
ADDITIONAL 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>
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>
· Ability to act tactfully in difficult situations, negotiate and resolve issues without confrontation, follow, lead and coach others, and communicate in a clear and concise manner. <br>
· Ability to make presentations at the appropriate level. <br>
· Ability to identify, define, and articulate issues and risks and also track, facilitate and monitor their resolution.<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<br>
<br>



