STATE OF OREGON Position Revised Date:
POSITION DESCRIPTION October 2016

This position is:
X Classified
Agency: The Department of Administrative Services [] Unclassified
[ ] Executive Service
[] Mgmt Svc — Supervisory

[ ] New X] Revised (] Mgmt Svc — Managerial
[] Mgmt Svc - Confidential

Division: Office of the Chief Operating Officer

SECTION 1. POSITION INFORMATION

a. Classification Title:  Information System Spec. 3 b. Classification No: C1483

c. Effective Date: July 1, 1993 d. Position No: 3145001

e. Working Title: Help Desk Analyst f. Agency No: 10700

g. Section Title: DAS IT/Service Desk h. Budget Auth No: 000562310

i. Employee Name: Vacant j- Repr. Code: OAS

k. Work Location (City — County): Salem / Marion

I. Supervisor Name: Greg Sanker

m. Position: [X] Permanent [ ] Seasonal [] Limited Duration [] Academic Year
X Full-Time [ ] Part-Time L] Intermittent [ ] Job Share

n. FLSA: [] Exempt If Exempt: [ ] Executive o. Eligible for Overtime: [X Yes
<] Non-Exempt [ ] Professional [ ] No

[ ] Administrative

SECTION 2. PROGRAM AND POSITION INFORMATION

a. Describe the program in which this position exists. Include program purpose, who's affected, size,
and scope. Include relationship to agency mission.

The Department of Administrative Services (“DAS”) is the central administrative agency that leads state
government to implement the policy and budget decisions of the Governor and Oregon Legislature.
Employing an enterprise-wide perspective, DAS serves state government by developing and upholding
accountability standards to ensure productive and efficient use of state government’s financial, human and
information resources.

DAS provides a stable management infrastructure and essential business services including technology,
financial, procurement, publishing/distribution, human resources and facility asset management. These
services support and enable state and local government agencies to carry out their missions, benefiting all
Oregonians.

To accomplish its mission, DAS partners with private enterprise, citizens, customer service boards and other
governmental entities to ensure efficient and effective delivery of government services. The office of the
Chief Operating Officer (“COQO”), a central component of DAS, unites statewide solutions through team
leadership. The COO office coordinates work teams and initiatives that cross jurisdictional and agency
boundaries with a goal of achieving transformative, long-term change and developing an agile organization
that is able to meet current and future challenges.
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The DAS IT section reports to the DAS Chief Information Officer and is comprised of two units,
Application Delivery and the Technology Support Center. DAS IT provides internal support to the
divisions in DAS. The total budget for the two units is around $14 million.

b. Describe the primary purpose of this position, and how it functions within this program.
Complete this statement. The primary purpose of this position is to:
The Technical Support Center (TSC) Help Desk Analyst is responsible for triaging, troubleshooting, and
repairing customer desktop IT problems, using consistent processes and procedures. They also facilitate
escalation and coordination of more complex technical issues with higher level TSC and ETS technical

support staff.

SECTION 3. DESCRIPTION OF DUTIES

List the major duties of the position. State the percentage of time for each duty. Mark “N” for new
duties, “R” for revised duties or “NC” for no change in duties. Indicate whether the duty is an
“Essential” (E) or “Non-Essential” (NE) function.

DUTIES

Note: If additional rows of the below table are needed, place curser at end of a row (outside table) and hit “Enter”.

% of Time N/R/NC E/NE
45% NC E
40% NC E

Troubleshoot and repair desktop technology and connectivity
issues on a variety of agency and enterprise systems, including but
not limited to mainframe, LAN/Desktop connectivity, networks,
firewalls, web page content and inquiries, teleconferencing, online
services and mobile devices.

Respond to and communicate directly with customers regarding
their assistance requests. Utilize various remote desktop
technologies to troubleshoot and repair issues. Create and assign
help desk tickets as needed to escalate problems to a field
technician, lead worker, TSC Tier 2 technicians and management.
Record customer information, problem description and relevant
details, including troubleshooting and repair information in the
help desk ticketing application. Provide estimated time to problem
resolution where applicable.

Follow-up with customers to ensure that the solution implemented
solved his/her problem. Remain ticket owner until ticket closure.
Communicate with customers as needed the details regarding
scheduled or unscheduled down-time of servers, network,
applications, databases, and other affected IT systems.

Provide first response phone and email support for desktop
hardware and software, and for agency and enterprise systems to
DAS and TSC supported client agency staff. Participate in ongoing
design and maintenance of help desk applications.

Maintain awareness of customer problem resolutions and keep the
customer updated on resolution status.

Initiate escalation as appropriate to ensure management awareness
of problems that are severe in nature or that are exceeding
documented targets.

Password Resets and Resumes; Unlock user accounts
Troubleshoot and repair customer PC issues utilizing remote
desktop administration tools.

Install desktop applications with remote desktop tools.
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10% NC E
5% NE
100%

Direct customer to appropriate resources regarding services
provided by DAS — E-Gov content questions, audio and video
teleconferencing, on-line services, voice services support, and
other ETS hosted applications for DAS and Client Agencies.

File management to include restoring and deleting datasets.
Process spam email.

User account management, security and distribution group
configuration and modification,

Triage and/or fulfill requests that are submitted to the TSC (i.e.
firewall request, new user request, etc.)

Identify procedures that need to be documented for all Help Desk
team members, develop procedures to incorporate into TSC
knowledge repository. Develop Help Desk procedures as changes
in technology. Add to TSC standard operating procedures and the
knowledge repository.

Triage and/or resolve system access issues using prescribed
internal procedures and processes.

Utilize system logs to evaluate problems and determine or apply
solutions for customers and management.

Escalate customer hardware and software product requests to
appropriate field or procurement staff.

Participate and support the implementation of new or modified IT
systems by assisting higher level staff to develop, construct, and
test in all deployment phases. Identify, triage and repair problems
and issues. Report outcomes and status according to customer or
technical staff input.

Other duties as assigned

SECTION 4. WORKING CONDITIONS

Describe any on-going working conditions. Include any physical, sensory, and environmental
demands. State the frequency of exposure to these conditions.
Duties are performed in an office environment working at a computer terminal for long periods of time,
working in or around noisy machinery. Business needs may require working irregular hours or shift work
(2417, weekends, evenings, holidays, and travel for job related purposes) in order to do work or make
changes or maintenance that are not approved to be done during the hours of 6am — 6pm.

SECTION 5. GUIDELINES

a. List any established guidelines used in this position, such as state or federal laws or
regulations, policies, manuals, or desk procedures.

e Data Center Standards Manual

Vendor Supplied Manuals

[ J
e Operating Procedure Manuals
e Oregon Administrative Rules

DAS Policies and Processes

Statewide Policies and Processes

e 1SO 9000 policies and work instructions
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e Enterprise IT Strategy

e |IT Standards (e.g. ITIL, Cobit)

e TSC processes and procedures

e Statewide Information Technology Rules and Policies
e System Documentation

e SLAs with all TSC customers

b. How are these guidelines used?
They provide general guidance and policy directions, and framework to the incumbent who must interpret

and apply them as necessary for each application.

SECTION 6. WORK CONTACTS

With whom, outside of co-workers in this work unit, must the employee in this position regularly come
in contact?

Who Contacted How Purpose How Often?
Note: If additional rows of the below table are needed, place curser at end of a row (outside table) and hit “Enter”.

Section and division staff | In writing, by telephone, Problem triage and resolution or escalation | Daily
electronically, in person

DAS Managers and By telephone, Resolve Issues Daily

Leads electronically, in person

Agency Customers and By telephone, Resolve Issues Daily

Client Agencies electronically, in person

Contractors In writing, by telephone, Resolve Issues As needed
electronically, in person

SECTION 7. POSITION RELATED DECISION MAKING

Describe the typical decisions of this position. Explain the direct effect of these decisions.

The Help Desk Analyst makes assessments of end-user technical problems. Poor decisions could result in
unnecessary delay, customer dissatisfaction, and failure to meet agency product, time and service requirements.
The decisions of this position, as it pertains to processes and procedures, will entail critical thinking and good
judgment. Errors could cause miscommunication and failure to follow important directions ultimately leading to
possible loss of availability and reliability in DAS products and services.

SECTION 8. REVIEW OF WORK

Who reviews the work of the position?

Classification Title| Position Number How How Often Purpose of Review
PEM E 0414876 In person & in writing Daily/Weekly To ensure
X7008 understanding of the

system requirements
and that all security
measures are being

enforced.
Written / in person Annual Performance
Evaluation
SECTION 9. OVERSIGHT FUNCTIONS THIS SECTION IS FOR SUPERVISORY POSITIONS ONLY
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a. How many employees are directly supervised by this position? N/A
How many employees are supervised through a subordinate supervisor?
b. Which of the following activities does this position do?

[ ] Plan work [ ] Coordinates schedules

[ ] Assigns work [] Hires and discharges

[ ] Approves work [] Recommends hiring

[] Responds to grievances [ ] Gives input for performance evaluations

[ ] Disciplines and rewards [] Prepares & signs performance evaluations

SECTION 10. ADDITIONAL POSITION-RELATED INFORMATION

ADDITIONAL REQUIREMENTS: List any knowledge and skills needed at time of hire that are not already
required in the classification specification:

This position is subject to a criminal records check, which may require fingerprints. If you are offered
employment, the offer will be contingent upon the outcome of a criminal records check (FBI). Any history
of criminal activity will be reviewed and could result in the withdrawal of the offer or termination of
employment.

You are responsible to promote and foster a diverse and discrimination/harassment-free workplace; establish
and maintain professional and collaborative working relationships with all contacts; contribute to a positive,
respectful and productive work environment; maintain regular and punctual attendance; perform all duties in
a safe manner; and comply with all policies and procedures. Working in a team oriented environment
requires participative decision making and cooperative interactions among staff and management. You are to
be aware of Affirmative Action and the department’s Diversity strategies and goals.

Additional skills, abilities and requirements:

e Demonstrated skills in quality customer service.

e Strong verbal and written interpersonal and communication skills, superior telephone etiquette and an
ability to deal effectively with customers, vendors, peers and management.

e Strong problem-solving skills and inherent decision making ability.

e The ability to organize work efficiently and work well under stress and time pressures.

BUDGET AUTHORITY: If this position has authority to commit agency operating money, indicate the
following:

Operating Area Biennial Amount ($00000.00) Fund Type

Note: If additional rows of the below table are needed, place curser at end of a row (outside table) and hit “Enter”.

| NA

SECTION 11. ORGANIZATIONAL CHART

Attach a current organizational chart. Be sure the following information is shown on the chart for each
position: classification title, classification number, salary range, employee name and position number.

SECTION 12. SIGNATURES

Employee Signature Date Supervisor Signature Date
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Appointing Authority Signature Date
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