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			This position description serves as the official classification document of record for this position. Please complete the information 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

	
	MDHHS-DPT OF HUMAN SVC CNTL OF

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

	
	Children's Services Agency

	4. Civil Service Position Code Description
	10. Division

	DEPARTMENTAL ANALYST-E
	CCWIS/MiSACWIS

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

	HELP DESK ANALYST
	

	6. Name and Position Code Description of Direct Supervisor
	12. Unit

	KINKEMA, LISA A; DEPARTMENTAL MANAGER-3
	

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

	EBERHARD, CYNTHIA K; STATE ADMINISTRATIVE MANAGER-1
	235 S. Grand Ave., Lansing, MI




	



	

	
		
	
	
	

	
		14. General Summary of Function/Purpose of Position



	
	

	
	
	
	

		Position functions as the application support analyst assisting in the child welfare system support to internal and external staff and partners, assisting them with program problems.  The position may work with DHHS’ CSA, Department of Technology, Management & Budget (DTMB), other partner agencies, field operations, the county local offices, and other stakeholders.  Position provides support to CCWIS/MiSACWIS Application users.  



	

	
	
	
	



	




	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
			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:
	Percentage:
	70

	Application support for CCWIS/MiSACWIS child welfare system.  

	Individual tasks related to the duty:
	
	

	· To provide 1st line technical support, answering support queries via phone, email.
· To maintain a high degree of customer service for all support queries and adhere to all service management principles. 
· To take ownership of user problems and be proactive when dealing with user issues.
· To log all calls on the call logging system.
· Respond to inquiries from clients and help them resolve hardware or software problems.
· Maintain a log of any software or hardware problems detected.
· Support users in the use of Computer equipment by providing necessary training and advice.
· To allocate more complex calls to the relevant Support member.
· To arrange for external technical support where problems cannot be resolved in house.
· Reviews, interprets, and analyzes child welfare data and makes recommendations on specific program area needs.
· Identifies and assists in resolving issues with problems associated with child welfare data systems through contact with CCWIS/MiSACWIS Specialist or DTMB.

	Duty 2

	General Summary:
	Percentage:
	25

	Testing CCWIS/MiSACWIS application 

	Individual tasks related to the duty:
	
	

	· Writing and implementing business testing scenarios.
· Learn technical tools for writing business flows for test execution.
· Work with UAT determining defects, system working as designed, training issues.  

	Duty 3

	General Summary:
	Percentage:
	5

	Other duties as assigned.

	Individual tasks related to the duty:
	
	

	· Analysis of ongoing program operations to develop and recommend strategies to resolve system issues and improve operations.
·  Review and provide feedback on system requirements based on the above.  Participate in CCWIS/MiSACWIS system design specifications.  









	

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
		
	

	
		16. Describe the types of decisions made independently in this position and tell who or what is affected by those decisions. 




	
	

		Position makes decisions related to system corrections and giving developer direction on changing information within the application.  The position also makes decisions based on resource availability and applicable guidelines.






	

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
		
	

	
		17. Describe the types of decisions that require the supervisor's review. 




	
	

		The position is required to seek supervisory input on decisions if a concern is of a serious nature.






	

	
	
	
	
	
	
	
	
	
	
	

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




	
	

		This position functions is a normal office environment which may include sitting, standing, bending and extending periods of computer work.






	

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
			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.




	
	
	

		Additional Subordinates



	

	
	
	

	
		



	

	
	
	



	

	
	
	
	
	
	
	
	
	
	
	

	
			20. This position's responsibilities for the above-listed employees includes the following (check as many as apply):




	
	
	
	
	
	
	
	
	

	
		N



	
		Complete and sign service ratings.



	
		N



	
		Assign work.



	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
		N



	
		Provide formal written counseling.



	
		N



	
		Approve work.



	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
		N



	
	
	

	
		N



	
		Approve leave requests.



	
	
	
		Review work.



	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
		N



	
		Approve time and attendance.



	
		N



	
		Provide guidance on work methods.



	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
		N



	
		Orally reprimand.



	
		N



	
		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?




	
	

	
		Yes






	

	
	
	
	
	
	
	
	
	
	
	

	
			23. What are the essential functions of this position?




	
	

	
		Position functions as the application support analyst assisting in the child welfare system support to internal and external staff and partners, assisting them with program problems.  This includes, but not limited to, testing, troubleshooting user problems, training end users, and analysis of trends/defects.  






	

	
	
	
	
	
	
	
	
	
	
	

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




	
	

	
		Position description was last reviewed in July 2017 to remove the SPR language. Position description is being updated to change MiSACWIS to CCWIS/MiSACWIS as the position will be responsible for performing responsibilities for both systems.  Mission statement has been added and the overall function and responsibilities of the position remain the same. 







	

	
	
	
	
	
	
	
	
	
	
	

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




	
	

	
		CSA is responsible for overseeing all programs, policy, and systems development of child welfare programs administered in the field. Children’s Services is responsible for testing, training, and implementation of quality automation to support the efforts of the department’s child welfare services staff. Post-implementation, CSA is primarily responsible for making systems modifications, upgrades, and providing direct technical support to the field for children’s services automation.  The CCWIS/MiSACWIS team primarily responsible for making systems modifications, upgrades, and providing direct technical support to the field for Adult and Children's Services automation.  The Help Desk Analyst plays a critical role in the success of the system by being at the front end receiving reports of application errors.  They assist the end user in trouble shooting problems in the system and/or provide training within the system.  The Help Desk Analyst will work closely with project staff to ensure policy needs are met in the system and defects in the system are not inhibiting users from completing their job functions. 






	

	
	
	
	
	
	
	
	
	
	
	

	
	
			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.
Preferred: Experience with DHHS systems including (but not limited to) Bridges, SWSS-FAJ, ASCAP, and CCWIS/MiSACWIS is preferred; functional in Microsoft office applications including preparing power point presentations, Microsoft Project plans, and Excel spreadsheets.





	
	
	
	
	
	
	

		KNOWLEDGE, SKILLS, AND ABILITIES:



	
	
	
	

	
	
	
	
	
	
	

		As listed on the Civil Service job specification. In addition:
Position is required to have system and policy knowledge. 
The MDHHS mission is to provide opportunities, services, and programs that promote a healthy, safe, and stable environment for residents to be self-sufficient. We are committed to ensuring a diverse workforce and a work environment whereby all employees are treated with dignity, respect and fairness.




	
	
	
	
	
	
	

		CERTIFICATES, LICENSES, REGISTRATIONS:



	
	
	

	
	
	
	
	
	
	

		None




	
	
	
	
	
	
	

	
		NOTE: Civil Service approval does not constitute agreement with or acceptance of the desired qualifications of 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



	
		Date



	

	
	
	
	
	



	

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
		TO BE FILLED OUT BY APPOINTING AUTHORITY



	
	

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
		
	
	

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



	

	
	
	

	
		N/A



	

	
	
	



	

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
		
	
	
	
	

	
		I certify that the entries on these pages are accurate and complete.



	

	
	
	
	
	

	
		LINDA SONG



	
		2/17/2022



	

	
	
	
	
	

	
		Appointing Authority



	
		Date



	

	
	
	
	
	



	

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
		
	
	
	
	

	
		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



	
	
	

	
	
	
		Date



	

	
	
	
	
	

	
	
	
	
	



	

	
	
	
	
	
	
	
	
	
	
	



