FLORIDA ASSOCIATION OF COURT CLERKS

POSITION DESCRIPTION

Position Title:

Application Support Analyst I



 

Date Prepared/Revised:
February, 2007
FLSA Status:


Exempt 

Mission Statement:

Serve as a single point of contact for all FACC Service Desk customers and to ensure that all end users are receiving appropriate and timely resolution for incidents. 
General Purpose of the Position:

The Application Support Analyst is responsible for the day-to-day support to our end-users. This position also provides OJT support to the Support Specialist. Their role is to ensure that we fulfill our support obligations and maintain a high level of client satisfaction. Delivering effective and courteous support via telephone and e-mail in response to end-users requests, the Application Support Analyst will investigate, research, replicate and log software issues; will provide timely updates to the end-users on the status and progress of reported issues, escalating internally if necessary, in order to provide issue resolution.  

Essential Duties and Responsibilities:

Provide first level problem determination and resolution to our end-users.  

Track and document all incoming incidents in the incident management tool provided and follow through with all customer support/request issues. Provide detailed documentation on resolutions of incidents in the incident management tool. 
Monitor, support and troubleshoot problems in the production application environment.
Analyzes and resolves incidents and requests regarding use of application software or hardware. 
Follow up with other support staff in a timely manner to ensure incidents are resolved, requests are filled, and the customer communication is complete. 
Problems beyond the scope of their ability or responsibility and end-user complaints must be escalated to the next support level in a timely fashion. 
Provide recommendations for corrections, upgrades, and enhancements to application software, hardware, and procedures to designated staff. 
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Essential Duties and Responsibilities continued:

Works with the designated staff to identify resolutions or information that needs further documented or entered into the knowledge database. 
 Conduct informal training as directed. 
With approval from designated staff, develops SQL queries to create/produce special reports to obtain database information as requested by end-users.

Communicate with coworkers, management, staff, Association members, the general public, and others in a courteous and professional manner. 
Conform with and abide by all regulations, policies, work procedures, safety rules and regulations and instructions.

Respond promptly and professionally when returning telephone calls and replying to correspondence, E-mail, and faxes. Use good grammar and professional writing skills in all customer contact.
Provide high quality customer service to all internal and external customers.

Prepare written documentation for training and articles on the supported application software.

Continue to maintain knowledge on the application software as upgrades, release and legislative changes occur. 

Knowledge, Skills and Abilities Required:
Possess extensive working knowledge of customer service skills and possess excellent customer service skills.

Possess a strong work ethic and ability to interact well with others. Must be self-motivated and team oriented.

Possess excellent organizational and strong time management skills. Must be able to work with tight deadline and multitask. 

Possess excellent written and verbal skills.

Employee must be dependable and reliable. 

Knowledge and experience with the Florida court system and Clerk of Court is a great plus. 
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Computer Equipment and Software Requirements:

The position requires the ability to work with a personal computer and peripheral equipment in a Windows environment.  Have the ability to utilize Microsoft Suite, familiarity with computers, servers, routers, printers and standard office machines.  

Education and Experience Required:
Bachelor’s degree in computer science, education, training or the equivalent work experience. 

Minimum of two (2) years of progressive related experience preferred.  Four (4) years customer service experience preferred technical service desk support.  Individual should be motivated with a high level of communication analytical, and instructional skills. Preference will be given to those that have prior working experience with the court operations or working experience with state agency. Professional or nonprofessional experience as described above can be substitute on a year-for-years basis for the required education and County Clerk experience.

This position description in no way states or implies that these are the only duties to be performed by the employee(s) incumbent in this position.  Employee(s) will be required to follow any other job-related instructions and to perform any other job-related duties requested by any person authorized to give instructions or assignments.

This position description has excluded the marginal functions of the position that are incidental to the performance of essential job duties.  All duties and responsibilities are essential job functions and requirements and are subject to possible modification to reasonably accommodate individuals with disabilities.  To perform this job successfully, the employee will possess the skills, aptitudes, and abilities to perform each duty proficiently.  Some requirements may exclude individuals who pose a direct threat or significant risk to the health or safety of themselves or others.  The requirements listed in this document are the minimum levels of knowledge, skills, and abilities.

This document does not create an employment contract, implied or otherwise, other than an “at will” relationship.

