USER SERVICES ADMINISTRATOR

DISTINGUISHING FEATURES OF THE CLASS:

This is an administrative and technical position which is responsible for working with management to
establish and maintain computer system and operational standards. The work involves operations
development and the provision of direct technical assistance to users on a wide variety of operational
problems. Work is performed under the general supervision of a managerial level employee. Supervision
is normally exercised over the work of subordinate employees.

TYPICAL WORK ACTIVITIES:

Typical work activities for incumbents in this title include those listed below in addition to those typical
work activities performed by lower level titles in the series. They are indicative of the level and types of
activities performed by incumbents in this title. It is not meant to be all inclusive and does not preclude a
supervisor from assigning activities not listed which could reasonably be expected to be performed by an
employee in this title.

1. Interacts with the client community through site visits and meetings to assist in the deployment of
new technology and the education of users; works with various departments and state agencies to
meet established deadlines;

2. Works with a help desk tracking software program in order to assign service calls to appropriate
staff;

3. Answers calls and requests from County departments and municipalities as the first point of
contact for those requiring assistance;

4. Supervises employees involved in user service delivery;

5. Communicates with various hardware and software vendors in regard to user problems;

6. Performs file maintenance and file transfers of data to various departments, municipalities and
companies;

7. Assists in the preparation of documentation for OCIS staff and the user community;

8. Runs and supports Real Property Services application to produce property tax bills and related
reports;

9. May assist with the delivery, tagging and installation of computer equipment.

FULL PERFORMANCE KNOWLEDGE, SKILLS, ABILITIES AND PERSONAL
CHARACTERISTICS:

Knowledge of computer hardware and software sufficient to assist users with a wide variety of problems;
Ability to supervise the work of others;

Ability to learn and use call tracking software;

Ability to establish and maintain effective working relationships with a wide variety of user agencies;
Ability to communicate effectively, both orally and in writing;

Ability to be resourceful in resolving user problems;

Ability to quickly learn and adapt to new technology as it relates to hardware and software;

Personal characteristics necessary to perform the duties of the position;

Physical condition commensurate with the demands of the position.



USER SERVICES ADMINISTRATOR (Cont'd)

MINIMUM QUALIFICATIONS:

EITHER: (A) Associate's Degree in Computer Information Systems (CIS) or a related field and
two (2) years of full-time work experience which primarily involved work in a
help desk environment, assisting users in resolving problems;

OR: (B) Graduation from high school or possession of a high school equivalency diploma
and four (4) years of full-time work experience as described above;

OR: © An equivalent combination of training and experience within the limits of (A)
and (B) above.

NOTE: A certification from an accredited educational institution in the subject of computer support or
Cloud computing may be substituted for up to a maximum of one year of required work experience.

NOTE: Your degree or college credit must have been awarded by a college or university accredited by a
regional, national, or specialized agency recognized as an accrediting agency by the U.S. Department of
Education/U.S. Secretary of Education.

DP0311

ADOPTED:  04/10/85

REVISED: 03/05/04
10/19/22



