051-340-1402-082	TBD	TBD
OFFICE OF THE STATE CONTROLLER

DUTY STATEMENT 

	EMPLOYEE NAME
TBD
	DIVISION – UNIT NAME
Information Systems – Software Management Unit

	CLASSIFICATION TITLE
Information Technology Specialist I
	HEADQUARTERS ADDRESS
300 Capitol Mall
Sacramento, CA 95814


	WORKING TITLE
BMC Helix/ITSM Administrator
	POSITION NUMBER
051-340-1402-082

	Information Technology Domain
System Engineering
	EFFECTIVE DATE
TBD




SECTION A: GENERAL DESCRIPTION 

With general direction provided by the Information Technology Supervisor II, the incumbent performs as the software expert for the Information Technology Service Management (ITSM) systems, which provide SCO with an automated means to document, track and report on information technology (IT) Service Desk, Incident/Change Management, Service Management, procurement, asset management, software licensing/management, and employee self-service. The incumbent serves as the primary technical expert responsible for the day-to-day administration, configuration, and continuous improvement of the BMC Helix SaaS platform.

This application operates in a multi-tiered, complex client/server environment using personal computers, a SQL Server database, an Exchange electronic mail server, development, test and production environments/servers, several proprietary software products and web portal.


SECTION B: ESSENTIAL FUNCTIONS

Candidates must have the ability to perform the following essential functions with or without reasonable accommodations.


Percentage of
  Time Spent					Typical Task

	65%
	Utilizing the ITSM System, serve as co-administrator to the maintenance and operation of service desk, asset management, suite of software tools, to record and track historical and current data records specific to SCO’s IT Service Desk Operations asset management lifecycle Define and grant user access security permissions, design and maintain service catalog using business process and data workflows, screens, fields, and views. Configure and/ or maintain data integrations between BMC Helix and third-party systems as applicable to streamline workflows and automate tasks. Collaborate with process owners to ensure appropriate business rules are implemented for data input.  Perform quality assurance reviews for data integrity purposes.  

Comprehend, create and maintain the software configuration diagrams and version control documents.  Respond to and resolve all operational use, technical, and production software problems.  Plan, test, and implement new software releases, and patches to fix specific use functions.  Create and maintain all technical documentation and end user procedures.  Create and produce the most complex Ad Hoc data reports, using Crystal Reports or Helix Dashboards software, for management use in budget and IT replacement projections.  Provide and monitor software and data security access, rights, and authorization codes for all environments – development, test, and production.   Attend advanced training courses to stay current on software products and releases.  

Utilize BMC knowledge base and training courses to achieve technical competency and understanding of software features, versions, and new releases.


	15%
	
Administer ITSM tools, using administrator rights and access, to direct and control data flow between varying ITSM modules that require inter-application communication. Analyze the data to determine logical flow to and from the other software, through the database, development, test, and production environments, and hardware interfaces.  Recreate, identify root cause, test, and resolve all technical and production software. Create and maintain all technical documentation specific to administer ITSM tools.  

Comprehend, create and maintain the software configuration diagrams and version control documents. Plan, test, and implement new software releases, and patches to fix specific use functions.  Provide and monitor software and data security access, rights, and authorization codes for all environments – development, test, and production. Attend advanced training courses to stay current on software products and releases.


	10%
	
Administer development, test, and production server hardware in which all software products are utilized.  Provide backup server operations and maintenance support, including startup and shutdown of hardware and software systems, security and network patches, troubleshoot and resolve system outages and resume online production operation, and interface connectivity to the Exchange server and the SQL database server.  Collaborate with SQL server database administrators on technical issues specific to data storage, capacity, software releases, security, and integrity.


	10%
	Lead specialist as follows:

· Train and/or utilize written documentation to provide end users with software product usage guidance
· Train or advise asset and software license managers on use of the software. 
· Prepare and give presentations on software products to other State entities; and Develop Helix
· product roadmap regarding software’s evolution and future, from both a tactical and strategic perspective, and advise management on course of action(s) and costs.    
· Provide insight and analysis as requested on other ITSM products that may be under consideration for use.


		
	
	
SECTION C: NON-ESSENTIAL FUNCTIONS

	
	%
	NONE




SECTION D:  ADA REQUIREMENT

Alternative will be provided for incumbents who are unable to perform the non-essential functions of the job because of a disability as defined by the Americans with Disabilities Act.

SECTION E: KNOWLEDGE, SKILLS AND ABILITIES

 Knowledge of quality control principles and practices related to the deployment and configuration of system components. Knowledge of SQL Query or other scripting language to assist with troubleshooting system issues. Develop detailed program specifications; analyze data and situations, reason logically and creatively, identify problems, draw valid conclusions, and develop effective solutions; apply creative thinking in the design and development of methods of processing information with information technology systems; establish and maintain cooperative relationships with those contacted in the course of the work; work under pressure; communicate effectively; prepare effective reports; coordinate the activities of technical personnel.

SECTION F: RESPONSIBILITY FOR DECISIONS (CONSEQUENCE OF ERROR)

Ability to make reasonable decisions that may or may not impact the utilization, growth, testing and deployment of the SCO ITSM tools used to conduct Incident, Change, Asset and Service Request Management. Exercise good judgement in providing assistance, consultation and communication to users, managers, team members and SCO business partners. Draw valid conclusions from the review of information received and communicate the appropriate process to follow in collaborating with both business and technical customers. Failure to provide thorough and timely response and solutions could result in unnecessary and untimely costs, providing unnecessary services and inaccurate guidance in implementing the enterprise-wide ITSM solution.

SECTION G: PERSONAL CONTACT

This position will have day-to-day contact with ISD management, asset management staff, SCO IT Support staff, Vendors and like administrators from other state departments. 


SECTION H: WORK ENVIRONMENT 

The incumbent will work in a multi-story climate-controlled office under artificial lighting unless approved for telework and/or alternate work location. Travel to customer locations, primarily in Sacramento County, will occur on a regular basis.  When traveling, the incumbent may be subject to the elements of the destination.  The incumbent is expected to adhere to a consistent work schedule averaging 40 hours per week. The incumbent may be required to work outside of normal business hours and is required to carry a mobile communications device.

SECTION I: PHYSICAL REQUIREMENTS

Any lifting, moving, keying, etc. required for this position.
 


	Check the frequency of activity required of the employee to perform the job

	Activity
(Hours per day)
	Never
(0 Hours)
	Occasionally
(up to 3 hours)
	Frequently
(3 to 6 hours)
	Constantly
(6 to 8 hours)

	Sitting
	
	
	x
	

	Walking
	
	x
	
	

	Standing
	
	x
	
	

	Bending (neck/waist)
	
	x
	
	

	Squatting
	x
	
	
	

	Climbing
	x
	
	
	

	Kneeling
	x
	
	
	

	Crawling
	x
	
	
	

	Twisting (neck/waist)
	
	x
	
	

	Is repetitive use of hand(s) required?
	
	x
	
	

	Simple Grasping (R or L)
	
	x
	
	

	Power Grasping (R or L)
	x
	
	
	

	Fine Manipulation (R or L)
	x
	
	
	

	Pushing/Pulling (R or L)
	x
	
	
	

	Reaching (above/below shoulder level)
	x
	
	
	

	Lifting/Carrying
	Primary lifting activities include carrying documentation to and from meetings and carrying a projector and tablet on occasion.






SECTION J: SIGNATURE

By signing this document, I acknowledge I understand all requirements and information stated above and understand the duties may be modified in accordance with the established job specifications for the class and in conjunction with office needs and have received a copy of this duty statement.



________________________________________	_____________________
Employee’s Signature					Date


I have discussed and provided a copy of this duty statement to the employee named above.


_______________________________________	_____________________
Supervisor’s Signature					Date

Rev. 02/17

