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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

	
	TECH, MGT AND BUDGET/State Budget Office

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

	
	SIGMA Operations & Support

		4.Civil Service Position Code Description

	10.	Division

	Department Technician 7-9
	End User Support 

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

	11.	Section

	SIGMA Help Desk Technician 
	Help Desk 

		6.Name and Position Code Description 
of Direct Supervisor

	12.	Unit


	     Kathryn Walters, Department Supervisor 12
	

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

	Katreta Washington , Department Supervisor 13
	Lansing 40 hours per week
	Monday thru Friday, 7:00 a.m. and 5:00 p.m.

		14.	General Summary of Function/Purpose of Position

	SIGMA End User Support is responsible for maintaining the SIGMA Help Desk. The Help Desk provides level 1 support for all SIGMA applications including Financial, TELL, ESS, MSS, VSS, Budget, Procurement, and Business Intelligence. This Departmental Technician will respond primarily from phone calls but may also respond to voicemails or emails.  More complex issues will be elevated within the End User Support or to the SIGMA Centers of Excellence.  It is expected that this position will use standardized responses.

		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	 45%
Assists external vendors and payees on the phone with issues or questions related to SIGMA VSS and the vendor file.


	Individual tasks related to the duty.
1. Log into Cisco Finesse timely and maintain appropriate Status to be available to assist users. 
2. Use established protocols to receive phone calls or return calls from assigned tickets.
3. Opens incident tickets in Helix or update existing tickets.  Helix is the issue tracking system used by the Help Desk.  Ensure that vendor access is approved.  Be attentive to potential fraud.
4. Identify the cause of the problem in a timely manner using learned knowledge, the Help Desk knowledge base and support from more seasoned staff.  Maintain a positive relationship with callers.
5. Formulate and recommend solutions to the caller and resolve the ticket.  Add detailed description to Helix of solutions as appropriate so other Help Desk staff can use this information.
6. Escalate unresolved problems to the appropriate next level of support as necessary according to pre-defined procedures.
7. Effectively communicates the problem and resolution with others, verbally or in writing.


	Duty 2
General Summary of Duty 2	% of Time	 25%
Assists in analyzing and resolving state employee problems related to SIGMA applications.

	Individual tasks related to the duty.
Assist State Employees as follows:
1. Log into Cisco Finesse timely and maintain appropriate Status to be available to assist users.
2. Use established protocols to receive phone calls or return calls from assigned tickets. 
3. Opens incident tickets in Helix or update existing tickets.  Helix is the issue tracking system used by the Help Desk.
4. Identifies the cause of the problem in a timely manner using learned knowledge, the Help Desk knowledge base and support from more seasoned staff. Maintain a positive relationship with callers.
5. Formulates and recommends solutions to problems to the caller.  Add detailed description to Helix of solutions as appropriate so other Help Desk staff can use this information.
6. Close the tickets when possible or escalate unresolved problems to the appropriate next level of support as necessary according to pre-defined procedures if necessary
7. Effectively communicates the problem and resolution with others, verbally or in writing.





	Duty 3
General Summary of Duty 3	% of Time 15%
Respond to e-mails or voice mails sent to the Help Desk.

	Individual tasks related to the duty.
1. Use established protocols to retrieve voice mails or review e-mails.
2. Opens incident tickets in Helix or update existing tickets as appropriate for voice mails.  Helix is the issue tracking system used by the Help Desk.
3. Identifies the cause of the problem in a timely manner using learned knowledge, the Help Desk knowledge base and support from more seasoned staff.
4. Formulates and recommends solutions to problems. Respond as appropriate (e-mail or phone).
5. Close the tickets when possible or escalate unresolved problems to the appropriate next level of support as necessary according to pre-defined procedures if necessary.
6. Add detailed description to Helix of solutions as appropriate so other Help Desk staff can use this information.


	[bookmark: AddPage]Duty 4
General Summary of Duty 4	% of Time 15%
Other duties as assigned.

	Individual tasks related to the duty.
1. Assist with development and maintenance of desk procedures.
2. Review existing job aides to ensure employees are current on the applications.
3. Attend training as assigned.
4. Participate in projects related to SIGMA which may include the creation of spreadsheets or word documents.
5. Enter of approve vendor record changes as directed.
6. Assist with special vendor related projects.
7. Work with agencies on various tasks as assigned.
8. Develop areas of expertise as assigned my management.





	
	16.	Describe the types of decisions made independently in this position and tell who or what is affected by those decisions.
Entry of VCC or VCM within established procedures
Content of communications – written and verbal when assisting customers
Identify and recommend improvements in the Help Desk


		17.	Describe the types of decisions that require the supervisor’s review.
Approval of new or changed policy or desk procedures
Purchase of equipment or software
Changes in direction or scope of SIGMA customer service
Escalation of problems in SIGMA to proper management specifically for problems that may warrant a possible shutdown if data corruption is occurring, problems affecting all SIGMA users, etc…

		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.
       The Help Desk may have to perform under severe time constraints due to time-sensitive high-impact problems     
       that may occur.  Overtime occasionally be required.


		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.



	
21.	Do you agree with the responses for Items 1 through 20?  If not, which items do you disagree with and why?
Yes.

		22.	What are the essential functions of this position?
Duties as described in 1 through 3.

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

		24.	What is the function of the work area and how does this position fit into that function?


		25.	What are the minimum education and experience qualifications needed to perform the essential functions of this position?  See response to item 14.



	EDUCATION:
Possession of a high school diploma or a GED certificate.


	EXPERIENCE:
None Required for entry level.


	KNOWLEDGE, SKILLS, AND ABILITIES:
· Ability to communicate effectively both oral and written.  Ability to analyze information and make recommendations.  Knowledge of SIGMA is desirable.

· Ability to implement procedures, organize information, interpret rules and regulations, communicate with others, and maintain favorable public relations.


	CERTIFICATES, LICENSES, REGISTRATIONS:
None required.

	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
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