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25.

a.  INTRODUCTION
This position is located in an information management organization.  The purpose of this position is to serve as the primary interface between the incumbent’s assigned organization and all information systems customers associated with the C4 mission.  Responsible for management of the organization’s customer support help desk and maintenance of the workload accounting database using help desk software.

This position requires military membership.  It is designated for an Enlisted incumbent only.  In accordance with DA Pamphlet 611-21 and AFMAN 36-2108, the incumbent performs duties necessary to accomplish information technology management functions in support of command, control, communications and computers (C4) programs essential to state information management daily operations, training, and readiness missions.

b.  DUTIES AND RESPONSIBILITIES

--Serves as a technical expert on all supported automated systems utilized throughout the state.  Provides solutions to customer requests for assistance in resolving hardware and software problems.  Systems used include personal computers, mini computers and mainframes.  

--Develops and maintains the customer service database for all service requests.  Receives, analyzes, and assigns control numbers to all incoming customer requests.  Determines if equipment is covered by warranty or maintenance contract and processes accordingly.  Uses a process for quickly assessing and determining the actual problems and either solves or assigns unresolved requests to appropriate specific functional area.  Follows up with the functional areas to ensure problems are resolved and requests are completed.  Ensures continual contact and update of status with the user.  

--Performs intensive collection and analysis of data from the customer service database to create trend reports, performance reports, and future requirements for all areas of Information Management. Provides database maintenance on the customer support database.  Participates in the analysis of requests for new and modified applications.  Determines equipment demands and number and kind of requests received: data communications requests, telecommunications requests, visual information requests, and information services requests.

--Researches trends and patterns to implement new or improved communications methods and procedures. Incumbent uses judgment in relating trends in workload, equipment performance, other activity’s experience with comparable proposals to determine the worth of a proposed change in the state’s networking, automation, telecommunications, visual information or information services normal working environment.

--Conducts site surveys for information systems designed to verify adequacy of network operations and ensure customer needs are met.   Consults with users and managers to determine specific locations and requirements for the particular system installation.  Identifies requirements for and coordinates necessary improvements with Facilities Management Office, Communications Manager and others.  Develops bill of materials to support equipment installation.

--Installs and maintains hardware devices supporting a broad range of information systems employing multiple network and local operating systems and highly sophisticated client server software.  Uses detailed reference material and sophisticated diagnostic equipment and complex diagnostic software to identify and resolve internal system and network conflicts.  Removes and replaces defective hardware components; installs network/peripheral device interface cards. Performs limited upgrade of hardware to include memory, fixed storage, and installation of network interface cards (NIC) or enhancement cards.

--Installs and configures workstation or network operating systems, and applications software on a wide range of configurable information systems devices.  Configures a wide variety of devices requiring diverse interfaces and device drivers in multiple operating system environments using a wide variety of hardware platforms.  Enforces command standards for hardware and software configurations.  Configures workstation security parameters.  Troubleshoots and corrects complex software problems to include resolving conflicts between applications, hardware and/or device conflicts, and operating system faults.  Detects and removes computer viruses.  Restores and repairs critical data files.  Updates hardware and software architecture databases to reflect installations, turn-ins, and changes in reportable software.

--Performs operational tests on equipment in test array or operational configuration prior to issue or installation to ensure proper operation and absence of hardware, software, device or network conflicts.

--Performs other duties as assigned.

Factor 1 - Knowledge Required by the Position:

--Knowledge of customer service and support principles and methods sufficient to manage the customer support help desk operations involving the delivery of a full range of customer support services to all serviced organizations.

--Knowledge of network configuration techniques, computer equipment and assigned system software to determine source of failures.  

--Knowledge of current state-of-the-art system software to include operating systems as well as functional application software. 

--Knowledge of how the hardware, software and network infrastructure related to the serviced systems along with an understanding of how they integrate together sufficient to analyze problems reported to distinguish between hardware, software, network and user-related problems.  

--Skill in providing staff advice, planning, user assistance/training and evaluation services and functions within each specialty area.  

-- Knowledge of a wide variety of applications, operating systems, protocols, and equipment used in customer organizations, and methods and practices for troubleshooting, recovering, adjusting, modifying, and improving current computer systems throughout the state and troubleshooting techniques for all hardware and peripherals.

-- Knowledge of a wide range of communications concepts, principles, and practices as well as telecommunications operating techniques, digital and analog communications requirements.  

-- Knowledge of sophisticated diagnostic software and test equipment and devices necessary to identify, isolate and correct system faults and conflicts.

-- Skill in identification, isolation and correction of complex workstation and network system faults.  Skill in identifying and resolving conflicts between workstations, network and peripheral devices; skill in adapting existing software to advanced systems; and skill in adapting multiple devices to operate from individual workstations or as network devices.

Factor 2 - Supervisory Controls:

Supervisor outlines overall objectives to be accomplished, in consultation with incumbent, establishing appropriate timeframes and determining possible shifts in staff and other resources required. Within these broad areas of direction the employee has responsibility for planning and carrying out assignments and analyzes organizational requirements.  The incumbent makes extensive independent technical judgments concerning problem resolution. Interprets policies, procedures and regulations in conformance with established mission objectives.  Coordinates and consolidates the work efforts of others and resolves most conflicts that arise.  Keeps supervisor informed on matters that are controversial.  Completed work is reviewed for feasibility, compatibility and effectiveness.

Factor 3 - Guidelines:

The incumbent uses a wide variety of reference materials and manuals such as NGB standards and policies, equipment manufacturer manuals, system software vendor literature documentation and instructions concerning the standard systems, and local standards.  While readily available, these guides are not always directly applicable to issues and problems or have gaps in specificity.  Precedents are available outlining the preferred approach to more general problems or issues.  The incumbent uses judgment in researching, choosing, interpreting, modifying, and applying available guidelines for adaptation to specific problems or issue.

Factor 4 - Complexity:

Work consists of resolving the most difficult customer support requests; e.g., those involving integration or configuration related issues.  Systems supported involve a wide variety of different platforms, operating systems, applications, and desktop configurations.  Incumbent identifies and breaks down problems using structured problem resolution approaches and works with systems administrator, data management, network services, and application software specialists to prevent recurring problems.  Incumbent is responsible for documenting solutions to problems and for recommending fundamental changes to systems configuration to prevent recurrences.

Factor 5 - Scope and Effect:

Work involves resolving a full range of customer problems including problems that are referred from a lower level.  The work also involves training customers and less experienced customer support employees in the use of all supported systems and applications.  Work results in the resolution of complex problems that enables customers to be more productive in carrying out assignments by minimizing downtime.

Factor 6 - Personal Contacts &
Factor 7 - Purpose of Contacts:

Contacts are with employees and managers in the agency, both inside and outside the immediate office or related units, as well as employees, representatives of private concerns, and/or the general public, in moderately structured settings.  

Purpose of contacts is to obtain information and training on the latest IT features or techniques and to resolve operating problems.  Factual information is provided to other computer workers.  Those contacted share the goal of reducing system downtime and increasing efficiency.  

Factor 8 - Physical Demands:

 Work is sedentary.  No special physical demands are required to perform the work.

Factor 9 - Work Environment:

 Work is performed in a typical office setting.  Special safety precautions are not required.

EVALUATION STATEMENT

A.  Title, Series and Grade:  Information Technology Specialist, (CUSTSPT), 

GS-2210-11.

B.  References:  USOPM Job Family Position Classification Standard for Administrative Work in the Information Technology Group, GS-2200, “Information Technology Management Series, GS-2210, dated May 2001.

C.  Background:  Over the past several years, technology has changed so rapidly in the field of information technology (IT), positions developed only a few years ago are outdated.  With the abolishment of the Computer Specialist Series, GS-0334 and the implementation of the new occupational series of Information Technology Management, GS-2210, a review of all Computer Specialist position descriptions was conducted.  At this same time, it was also recognized that these technological changes have impacted more than just the Computer Specialist positions located in the various C4 organizations throughout the state.  As a result, all positions in the Army IT organizations were reviewed and updated.  During the evaluation process of these new position descriptions, a decision was made by the National Guard leadership to merge many of the headquarters functions performed by both the Air and Army National Guard into the Joint Forces Headquarters (State).  The information management functions were some of the functions that were affected.  New position descriptions were developed to comply with this joint operations concept.  To accommodate those states that do not merge all of the information management positions into the J-6, an attempt was made to make these new PDs as component and organizationally generic as possible.  This position is one of these new PDs.

D.  Series, Title, and Grade Determination:


1.  Series:  The primary purpose of this position is to provide state wide customer support services.  Information Technology includes systems and services used in the automated acquisition, storage, manipulation, management, movement, control, display, switching, interchange, transmission, assurance, or reception of information.  Also included are computers, network components, peripheral equipment, software, firmware, services, and related resources.  Positions performing two-grade interval work for which the paramount requirement is knowledge of Information Technology (IT) principles, concepts and methods are covered by the GS-2210 series.  
The work of this position involves participating in the planning, designing and maintaining of information technology systems.  It also includes the installation, configuration, upgrade and troubleshooting of the numerous hardware and software components in use in the state; presentation of formal and informal training and assisting customers resolve a variety of information technology user-related issues.  The customer support duties of this position reflect the type of planning, development and administration that are consistent with the GS-2210 series as described in the standard and referenced appeal.  The incumbent must apply knowledge of IT principles, concepts and methods in carrying out these duties, thus he/she is performing information technologist specialist duties.  Therefore, this position is properly classified in the GS-2210 series.  

2.  Title:  The basic title for positions classified to the GS-2210 series is Information Technology Specialist.  A parenthetical title of “CUSTSPT” is added to denote specialization in work involving the planning and delivery of customer support services, including installation, configuration, troubleshooting, customer assistance and/or training, in response to customer requirements.  


3.  Grade:  See the attached Factor Evaluation table and the Factor Level Analysis.

E.  Conclusion:  Information Technology Specialist (CUSTSPT), GS-2210-11.

Classifier:
Debra J. Spilman, NBG-HRCA
Date:  16 Jan 04

Donald B. Spice, Indiana National Guard  

FACTOR EVALUATION SYSTEM
POSITION EVALUATION STATEMENT

	FACTOR
	FL
	PTS
	REMARKS

	1.  Knowledge Required by the Position
	1-7
	1250
	See Analysis Below

	2.  Supervisory Controls
	2-4
	450
	       “                  “

	3.  Guidelines
	3-3
	275
	       “                  “

	4.  Complexity
	4-4
	225
	       “                  “

	5.  Scope And Effect
	5-3
	150
	       “                  “

	6.  Personal Contacts &

7.  Purpose Of Contacts
	2b
	75
	       “                  “

	8.  Physical Demands
	8-1
	5
	       “                  “

	9.  Work Environment
	9-1
	5
	       “                  “

	TOTAL POINTS ASSIGNED:
	2435
	      GRADE:  GS-11


Factor 1 - Knowledge Required by the Position:
Level 1-7
1250 points

This position exceeds Level 1-6.  Level 1-6 calls for a knowledge of customer service and customer support principals and methods, which enable the employee to; (1) Participate in the planning and delivery of a full range of customer support services to the organization. (2) Install, configure, upgrade and troubleshoot any hardware and software components.  (3) Present formal and informal training and assistance to customers.  (4) Report, respond to and resolve customer requests.  The incumbent of this position is responsible for installing, configuring, upgrading and troubleshooting the numerous hardware and software components in use in the state; conducting formal and informal training and assisting customers resolve a variety of information technology user-related issues.  To handle the most complex customer problems, the incumbent must possess knowledge of a wide variety of applications, operating systems, protocols and equipment used throughout the state.  Also required is the skill to troubleshoot, identify, isolate and correct complex workstation and network system problems.  This clearly exceeds Level 1-6 and is a good match to the Level 1-7 knowledge and skill described in the standard.  

Level 1-8 exceeds the requirements for this position.  This level requires the employee to possess a mastery of Information Technology problem management methods and practices and new and innovative customer support methods and techniques.  Examples of work assignments requiring this knowledge include those that apply new developments to previously unsolvable problems; develop and interpret policies governing the planning and deliver of services throughout the agency.  Reviews of numerous occupational series standards and OPM and DoD appeal decisions indicate that Level 1-8 is not commonly found in positions for which the grade level is less than GS-13 and is typically found only in agency headquarters level positions responsible for formulating agency-wide policies and programs.  This position is located in a state and would not be formulating agency policies.  In accordance with classification guidance and numerous OPM and DoD appeal decisions, for the purposes of crediting this level, “agency” equates to National Guard Bureau.  

Factor 2 - Supervisory Controls:
Level 2-4
450 points

This position exceeds Factor 2-3.  In level 2-3 the supervisor outlines or discusses possible problem areas and defines objectives, plans, priorities and deadlines; whereas in this position, timeframes, scope of the assignments and possible approaches are discussed jointly with the supervisor.  This is consistent with Level 2-4.  At level 2-3, assignments have clear precedents requiring successive steps in planning and execution.  The employee is expected to carry out assignments and exercise judgment to resolve commonly encountered work problems and deviations, only bringing controversial information to the supervisor’s attention for direction.  This position is responsible for managing a customer support services help desk, independently handling even the complex and controversial issues that arise, as is done at Level 2-4.  At level 2-3, completed work is reviewed by the supervisor for conformity with policy and the effectiveness of the employee’s approach to the problem, technical soundness and adherence to deadlines.  In this position, the supervisor reviews completed work in terms of the overall feasibility and effectiveness of work products in meeting established objectives.  Again, this is more consistent with level 2-4.  

Factor 2-5 exceeds the work of this position.  At Level 2-5, the supervisor provides administrative and policy direction in terms of broadly defined missions of functions of the agency.  Supervisor reviews work for potential impact on broad agency policy objectives and program goals.  Work is normally accepted as being technically authoritative and without significant changes.  

Factor 3 - Guidelines:
Level 3-3
275 points

Level 3-2 is clearly exceeded in this position.  At Level 3-2 guidelines are directly applicable to the assignment and prescribe established procedures and techniques and provide clear precedents.  Also at this level, the employee uses judgment in selecting and applying the most appropriate guidelines that may only require minor modifications.  

In this position, guidelines are readily available in the forms of standard system documentation and instructions, local standards, published subject matter procedures and precedents.  While these guidelines are available, they are not always directly applicable for every situation, causing the incumbent to exercise judgment in modifying technical developments and requirements to resolve customer problems.  This is consistent with work described at Level 3-3.

Factor 3-4 exceeds the requirements of this position.  At Level 3-4, guidelines and precedents are very general and guidelines specific to the assignments are often scarce, inapplicable or have gaps in specificity that require considerable interpretation and or adaptation for application to issues and problems.  While the guidelines used by this position are not always directly applicable and have gapes in specificity, they are readily available and do not require the considerable level of judgment found at Level 3-4 required to solve the complex and intricate problems and issues 

Factor 4 - Complexity:
Level 4-4
225 points

This position exceeds Level 4-3 where the employee responds to a variety of customer trouble calls for which acceptable alternatives are in existence.  This position handles all of the more complex and unusual situations that are beyond the expertise and knowledge level of the lower graded specialists.  Problems encountered occur on a variety of different platforms, involving different operating systems, applications and hardware/software configurations.  The incumbent documents and analyzes problem solutions to recommend fundamental changes to systems configurations.  This is a match to Level 4-4 as described in the standard.  

Level 4-5 is not met.  The work at this level consists of representing the customer service discipline on applications development teams to ensure that customer service requirements are addressed during the systems development process from translation of functional requirements through systems testing.  The customer support specialists are not regularly involved in applications development.  

Factor 5 - Scope & Effect:
Level 5-3
150 points

This position exceeds Level 5-2 at which the employee responds to customer requests that are covered by the problem resolutions database.  Also at this level, the employee also receives training and gains experience needed to respond to more complicated requests.  Level 5-2 work affects the final work products or services delivered by higher-graded co-workers.  The work of this position involves resolving a variety of customer problems, situations, or questions which involve analyzing various factors and conditions that need to be tested for interrelationships with other systems.  Problem resolution primarily effects local operations and activities.  This matches level 5-3 where the work involves the resolution of a full range of customer problems affecting the quality and reliability of services.  

Level 5-4 is not met.  Level 5-4 scope involves work responsible for establishing criteria, formulating projects, assessing program effectiveness and/or investigating/analyzing a variety of unusual conditions, problems or issues.  Review of OPM appeal decisions stress the need for the employee to be developing new or vastly improved techniques.  The effect of the work at Level 5-4 affects a wide range of agency activities.  While the National Guard Bureau does not meet the strict definition of an agency as stated in the General Schedule Supervisory Guide (“a large agency next below the Department of Defense with worldwide missions and field activities”), OPM allows for use of an alternative definition.  In the USOPM Digest of Significant Classification Decisions and Opinions, Number 19-10 dated August 1994, the Office of Classification advised that the alternative definition of "agency" was intended to apply to bureaus and bureau-equivalent organizations which, if removed from their location within departments and viewed as separate entities, would be comparable to independent agencies and some cabinet-level departments.  In the USOPM Digest of Significant Classification Decisions and Opinions, Number 27-05 dated December 2001, indicates that Level 5-4 scope of work extends to a number of locations within a broad geographic area and that the term “broad geographic area” applies to responsibility for at least a state.  The responsibility for developing the new and/or vastly improved techniques affecting a number of locations throughout the state is limited to the senior specialist in each IT specialty area.  This is not one of those positions.

Factor 6 - Personal Contacts &

Factor 7 - Purpose of Contacts:
Level 2B
75 points

Personal contacts exceed level 1 in that the incumbent of this position is required to deal with employees and managers in the agency, both inside and outside the immediate office or related units as well as employees of private concerns and or the general public in a moderately structured setting.  Contacts at Level 1 only involve employees within the immediate office or related office and contacts with the public are limited, if at all.  Level 3 exceeds the requirements of this position in that the employee is required to deal with individuals or groups from outside the agency to include consultants, contractors, vendors or representatives of professional associations, the media, or public interest groups in moderately unstructured settings.  Contacts for this position are a direct match to those described in the standard at Level 2 as they are with employees and managers in the agency, both inside and outside the immediate office or related units, as well as employees, representatives of private concerns, and/or the general public, in moderately structured settings.   

The purpose of contacts in this position is to obtain information and training on the latest IT features or techniques and to resolve operating problems.  Factual information is provided to other computer workers.  Those contacted share the goal of reducing system downtime and increasing efficiency.  This fully meets the requirements of Level B.  These requirements exceed those of level A where the purpose is primarily to acquire, clarify, or exchange information needed to complete the assignments, regardless of the nature of the information.  It does not meet level C where the purpose requiring the employee to possess a greater skill of persuasion to influence and persuade contacts to accept and implement findings and recommendations when there is resistance due to organizational conflict, competing objectives or resource problems.  

Factor 8 - Physical Demands:
Level 8-1
5 points

While some lifting is required, the work is primarily sedentary requiring no special physical effort.  This is a direct match to Level 8-1.

Factor 9 - Work Environment:
Level 9-1
5 points

Work is performed in an office setting.  No special safety precautions required.  This is a direct match to Level 9-1.

FINAL CLASSIFICATION:  Information Management Specialist (CUSTSPT), 

GS-2210-11
Classifier:
Debra J. Spilman, NBG-HRCA
Date:  16 Jan 04

Donald B. Spice, Indiana National Guard  

