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DUTY STATEMENT
	Employee Name: Vacant

	Current Date: 11/14/2023


	Classification:
Information Technology Associate
	Position #:
673-860-1401-010

	Division/Office:
Office of Information Services
	CBID:
R01

	Section:
IT Communications & Support 

	Supervisor Name:
Broc Currey
	Supervisor Classification:
Information Supervisor II



	I certify that this duty statement represents an accurate description of the essential functions of this position.

	Supervisor:

	Date:




	I have read this duty statement and agree that it represents the duties I am assigned.

	Employee:

	Date:




SPECIAL REQUIREMENTS OF POSITION (IF ANY):
|X| Designated under Conflict of Interest Code.
|_| Duties performed may require pre-employment physical.
|_| Duties performed may require drug testing.
|_| Duties require participation in the DMV Pull Notice Program.
|_| Requires the utilization of a 32-pound self-contained breathing apparatus.
[bookmark: Check2]|_| Operates heavy motorized vehicles.
|_| Requires repetitive movement of heavy objects.
|_| Works at elevated heights or near fast moving machinery or traffic.
|X| Performs other duties requiring high physical demand. (Explain below): 

Position requires up to 50lbs. of lifting various IT hardware/equipment. In addition, the position is highly mobile with incumbent on his/her feet approximately 60% of the time.

|_| Duties require use of hearing protection and annual hearing examinations.

SUPERVISION EXERCISED
	|X| None
	|_| Lead Person

	|_| Supervisor
	|_| Team Leader



FOR SUPERVISORY POSITIONS ONLY: Indicate the number of positions by classification that this position DIRECTLY supervises:
Total number of positions in Section/Branch/Office for which this position is responsible:
FOR LEADPERSONS OR TEAM LEADERS ONLY:
Indicate the number of positions by classification that this position LEADS:
MISSION OF SECTION:
The IT Operations and Support Branch (ITOSB) is responsible for the implementation, enhancement, and maintenance of CARB's office automation, computer systems and supporting enterprise infrastructure.  CARB's network, desktop, telecom, and enterprise systems support more than 1,700 users in Sacramento, Riverside, laboratories, and other remote sites.  ITOSB provides support of IT assets, lab equipment, desktop computers and printers, email/calendaring, service desk support, technical support, and level 1 network.  ITOSB also supports all CARB voice, video and data communications services.  The section also bears primary responsibility for maintaining and operating the underlying enterprise platforms, including servers and systems software that host these systems and databases, and CARB's extensive Internet and Intranet websites.”
CONCEPT OF POSITION:
Under general supervision of the IT Supervisor II (IT Sup II) of the ITCSS, within the ITOSB, the IT Associate (IT Assoc.) performs analytical work of average difficulty in support of CARB’s IT systems.
The incumbent must communicate effectively, be well-organized, and be able to track and complete multiple assignments concurrently, while establishing and maintaining constructive professional relationships with management, customers, peers and vendors. 
The IT Assoc. conducts business activities in a professional manner that leads to superior customer satisfaction and delivers services that meet or exceed the customer's expectations. The IT Assoc. is responsible for individual decisions and actions while working on systems using best practices and innovative technologies. When handling confidential personnel and/or business data, the IT Assoc. must maintain confidentiality. 

INFORMATION TECHNOLOGY DOMAINS:

|X| Business Technology Management
|_| Information Security Engineering
|_| IT Project Management
|_| Software Engineering
|X| Client Services
|X| System Engineering


	% OF TIME
	RESPONSIBILITIES OF POSITION

	40% E
	Client Services:
Serves on the OIS Service Desk by providing prompt, professional, and courteous customer service to all internal/external customers. Provides level 1 service desk support to CARB customers. Provides customers with service desk problem and/or ticket statuses and solutions which includes analyzing, interpreting, and responding to user inquiries and problems, troubleshooting, documenting solutions, teaming with other technical staff who serve on the OIS Service desk, and acting as a liaison between customers and technical staff.  Answers service desk phone calls, responds to email messages and walk-in requests, and troubleshoot problems and recommend solutions and remotely connects to customer computers to assist.  Concisely enters pertinent user profile data such as login ID, division, section and unit number, context for network access, telephone number, location, equipment barcode numbers and SIO/jack numbers, and a description of the problem into the OIS Service desk software system; assigns tickets to the appropriate workgroup(s); and performs problem call routing tasks, ticket escalation, and resolution.

	25% E
	Software Engineering: 
Assists the OIS Service Desk Call system software by adding new accounts and numbers as well as escalating with vendor if system goes down. Assists with metrics including but not limited to OIS Service Desk call and email volume. Assists in the administration of OIS Service Desk ticketing system. Develops and maintains service desk documentation and articles for knowledge base. Helps to improve and streamline OIS' process and procedures and develops or updates written process and procedures including flow chart diagrams. Maintains documentation pertaining to end user and system support processes. Assists with the development of documents and maintains standard operating policies, procedures and IT standards related to the configuration and upgrading of the IT environment. Provides recommendation on enhancements and assistance with daily maintenance of OIS’ complex IT systems.  Creates and maintains documentation for all administration performed, such as change logs, security risk mitigation plans, software scan plans, remediation plans/schedule, script documents, scheduled deployments and status reports.

	15% E
	Business Technology: 
Manages the IT Loaner Inventory equipment, tracks and ensures equipment is returned timely, provide metrics. Analyzes trends and patterns to provide recommendation and solutions such as new equipment. Provides assistance to other technical staff within OIS as needed. Performs average level difficulty in supporting, coordinating, and resolving problems for customers regarding operational and systems issues. Works with technical staff on various projects including hardware setup/migrations, software installations and printer maintenance. Assists with degaussing and deleting information on hard drives and CDs/DVDs in support of CARB Program areas. Researches, identifies, and verifies applicable industry and government best practices, innovative and leading-edge technologies, and the latest IT trends, and makes recommendations for process and technical improvements to OIS Management.

	15% E
	Provides assistance to other technical staff within OIS as needed. Performs average level difficulty in supporting, coordinating, and resolving problems for customers regarding operational and systems issues. Participates in working groups to improve and streamline OIS' process and procedures and develops or updates written process and procedures including flow chart diagrams. Assists in developing and maintaining service desk documentation and articles for knowledge base.

	5% M
	Information Security Engineering: 
Ensures security controls are met throughout the lifecycle for all IT assets.
Shares training knowledge gained with other technical staff in support of "train-the-trainer" methodology; or shares IT knowledge gained on the job through any other forms of knowledge transfer. May perform other duties within the scope of the classification as required. 



