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Lansing, MI 48909
	

	
	POSITION DESCRIPTION
	



	This position description serves as the official classification document of record for this position.  Please complete this form as accurately as you can as the position description is used to determine the proper classification of the position. 

		2.Employee’s Name (Last, First, M.I.)
	8.	Department/Agency

	
	MI Department of Technology, Management and Budget (DTMB)/State Budget Office (SBO)

		3.Employee Identification Number
	9.	Bureau (Institution, Board, or Commission)

	
	Center for Educational Performance and Information (CEPI)

		4.Civil Service Position Code Description

	10.	Division

	Departmental Analyst 9-P11
	Office of Integration and Support (OIS)

		5.Working Title (What the agency calls the position)

	11.	Section

	Customer Support Analyst
	

		6.Name and Position Code Description of Direct Supervisor

	12.	Unit


	Derek Crombie, State Administrative Manager 15 

	

		7.Name and Position Code Description of Second Level Supervisor
	13.	Work Location (City and Address)/Hours of Work

	Trina Anderson, State Office Administrator 17
	Michigan Library, 702 W. Kalamazoo Street,
Lansing, MI   Monday-Friday, 8 a.m.–5 p.m.

		14.	General Summary of Function/Purpose of Position

	
As a member of the CEPI Customer Support Team, the individual will provide front-line customer support services to schools, post-secondary institutions, state agencies, educational associations and others seeking assistance or information regarding CEPI’s educational data collection applications, reports and systems, and related portal and website. The individual will also perform a full range of professional research and analysis assignments in support of CEPI’s student, school, educational personnel and financial database applications.  The work requires a thorough knowledge of agency applications, processes, and policies, independent problem-solving skills, excellent oral and written communication abilities, and strong attention to detail in order to effectively provide a professional level of service to internal and external customers. 

		15.	Please describe the assigned duties, percent of time spent performing each duty, and what is done to complete each duty.
		List the duties from most important to least important.  The total percentage of all duties performed must equal 100 percent.

	Duty 1
General Summary of Duty 1	% of Time	80
Provide front-line customer support services to schools, state departments, and other education stakeholders in support of the CEPI student, school, educational personnel, and financial database applications.  

	Individual tasks related to the duty.
· Serve as the first point of contact with schools, state agencies, education associations and others seeking information or assistance via telephone, e-mail, mail and telefax.
· Continuously analyze and interpret new versions of data manuals, frequently asked questions (FAQs), file layouts, error check programs, and other materials in support of CEPI student, school, educational personnel and financial database applications.
· Help create and maintain a knowledge base and issues tracking mechanism.  Track and update information related to stakeholder inquiries received (primarily via telephone calls and e-mails).
· Resolve stakeholder issues by utilizing independent analysis and problem-solving skills.  When appropriate, direct customers to proper areas of the CEPI website and other sources of information to assist them.  As needed, assign requests to other CEPI or IT support staff for additional research and resolution.
· Research answers to queries through the use of the CEPI user support manuals and materials or contact with other staff.
· Prepare reports for team leaders and area managers to keep them apprised of current issues and trends related to CEPI stakeholder inquiries and potential problems with CEPI processes.
· Analyze ongoing customer support system operations and recommend modifications of policies and procedures to achieve greater efficiency and effectiveness.
· Provide input into and support for data quality efforts including identification of issues raised by customers as potential data quality analyses and responding to inquiries about data quality alert messages.


	Duty 2
General Summary of Duty 2	% of Time	10
Provide timely and accurate data research and analysis service to CEPI team leaders and area managers in relation to role as customer support analyst for the student, school, educational personnel, and financial database applications.    

	Individual tasks related to the duty.
· Assist with analyzing current and potential problems related to the business needs and technical functionality of the CEPI applications.  Make recommendations and provide alternative solutions to problems as they are identified.
· Assist with critical application quality assurance and user acceptance testing (UAT) for applicable data collection cycles.
· Work in project teams that propose, develop and prepare policy materials, operations manuals and supporting instructions for CEPI applications. 
· Continually analyze customer support-related issues, extracting and reviewing data as needed, to form and support recommendations for improvements in efficiency and effectiveness, both in the applications and the support processes.  




	
Duty 3
General Summary of Duty 3	% of Time	 5
Provide user support materials services.

	Individual tasks related to the duty.
· Assist in drafting, editing and revising user manuals and other support materials for CEPI applications and processes.
· Aid in drafting, editing, updating and revising Web-based support materials.
· Assist in drafting, reviewing, and sending e-mail communications to application users.
· Provide support in the preparation of Web-based demonstrations of CEPI applications.
· Utilize word processing programs, spreadsheets, databases, and query and reporting software to prepare appropriate items for team members, team leaders, and area managers.
· Provide assistance in gathering materials for training sessions, as well as presentations and reporting needs as assigned.


	Duty 4
General Summary of Duty 4	% of Time	 5
Other duties as assigned

	Individual tasks related to the duty.
· 

	
Duty 5
General Summary of Duty 5	% of Time		


	Individual tasks related to the duty.
· 

	Duty 6
General Summary of Duty 6	% of Time		


	Individual tasks related to the duty.
· 
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	16.	Describe the types of decisions made independently in this position and tell who or what is affected by those decisions.
In accordance with the processes, policies and procedures relating to customer support in the collection, analysis, and reporting of CEPI data, the analyst is authorized to use independent analytical and problem-solving skills to resolve stakeholder issues.

Present process, policy and procedure recommendations to team leaders and area managers in order to achieve greater efficiencies and effectiveness toward the success of agency goals.

		17.	Describe the types of decisions that require the supervisor’s review.
Consult with the area manager for decisions needed outside the scope of the customer support, collection, research, analysis, and reporting systems established within CEPI.  

The area manager should review all final process, policy, and procedure recommendations as well as any controversial or sensitive information.

		18.	What kind of physical effort is used to perform this job?  What environmental conditions is this position physically exposed to on the job?  Indicate the amount of time and intensity of each activity and condition.  Refer to instructions.
Standard office setting.

		19.	List the names and position code descriptions of each classified employee whom this position immediately supervises or oversees on a full-time, on-going basis.  (If more than 10, list only classification titles and the number of employees in each classification.)

	NAME
	CLASS TITLE
	NAME
	CLASS TITLE

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

		20.	This position’s responsibilities for the above-listed employees includes the following (check as many as apply):
	Complete and sign service ratings.		Assign work.
	Provide formal written counseling.		Approve work.
	Approve leave requests.		Review work.
	Approve time and attendance.		Provide guidance on work methods.
	Orally reprimand.		Train employees in the work.



	
22.	Do you agree with the responses for Items 1 through 20?  If not, which items do you disagree with and why?
Prepared by management.

		23.	What are the essential functions of this position?
Providing front-line customer support services and data research and analysis services relating to CEPI applications to ensure successful achievement of CEPI agency goals, including compliance with federal and state requirements.

		24.	Indicate specifically how the position’s duties and responsibilities have changed since the position was last reviewed.





		25.	What is the function of the work area and how does this position fit into that function?
The Center for Educational Performance and Information was created to be the single repository of preschool through postsecondary school data for the state of Michigan.  It is authorized to coordinate, facilitate, expedite, and manage the collection, dissemination and reporting of educational data.  CEPI objectives include:

· Conduct longitudinal analyses emanating from the core data sets.
· Direct and clarify student achievement, personnel, and finance collection efforts by other departments.
· Provide technical support and information to those conducting research on public education.
· Prepare reports that enable the creation of better policy.

This position supports the implementation of the above goals.





		26.	What are the minimum education and experience qualifications needed to perform the essential functions of this position?

	EDUCATION:
Possession of a bachelor’s degree in any major.

	EXPERIENCE:
Departmental Analyst 9
 No specific type or amount is required. 
Departmental Analyst 10 
One year of professional experience. 
Departmental Analyst P11 
Two years of professional experience, including one year of experience equivalent to the intermediate (10) level in state service.

	KNOWLEDGE, SKILLS, AND ABILITIES:
· Oral and written communication skills must be excellent with a positive, professional customer service orientation.
· Must demonstrate fine attention to detail.
· Strong independent problem-solving skills are required.
· Must be able to analyze and report on data and prepare recommendation for the area manager.
· Technical knowledge of a range of computer software (e.g. MS Office, including Excel; XML, database and data collection software) is highly desirable.



	CERTIFICATES, LICENSES, REGISTRATIONS:


	NOTE:  Civil Service approval of this position does not constitute agreement with or acceptance of the desirable qualifications for this position.

	I certify that the information presented in this position description provides a complete and accurate depiction of the duties and responsibilities assigned to this position.

	 		 		
	Supervisor’s Signature			Date

	TO BE FILLED OUT BY APPOINTING AUTHORITY

		Indicate any exceptions or additions to statements of the employee(s) or supervisors.


		I certify that the entries on these pages are accurate and complete.
 		 		
	Appointing Authority Signature			Date

	TO BE FILLED OUT BY EMPLOYEE

		I certify that the information presented in this position description provides a complete and accurate depiction of the duties and responsibilities assigned to this position.
		 		
	Employee’s Signature			Date


NOTE:  Make a copy of this form for your records.
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