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BUSINESS APPLICATIONS SUPPORT TECHNICIAN

DESCRIPTION:  Under limited supervision, provides end user support and training to internal and external customers regarding the software applications and business processes used by the assigned department or division.  Incumbents are the contact with the software/system developers.  Incumbents spend 80% or more of their time functioning in this capacity.  Incumbents are assigned to a specific department/division/work unit and not found in the central IT Help Desk department.  Incumbents do not have the broad technical knowledge of multiple software programs/systems as do the IT Help Desk classes; their expertise is limited to specific software applications and business processes.

Distinguishing Characteristics:  This is the first in a series of three classes. Incumbent is the ‘expert user’ on software applications and business processes used within a department/division/work unit and provides end user support and training on those software applications and business processes to both internal and external customers.  

EXAMPLES OF WORK:  (A position may not be assigned all the duties listed, nor do the listed examples include all the duties that may be assigned.)

· Provide assistance to end users, both internal and external, of departmental software applications and business processes.

· Investigate and assist in resolving hardware/software and communications problems.

· Train end users on new and currently used software and technical procedures and business processes.

· Create and update manuals and training materials regarding technical systems.

· Maintain library of CD-ROMS, installation disks and user manuals.

· Troubleshoot data communication problems, including printing and filing, for both network and local hardware.

· Maintain and create user access and identifications for security purposes.

· Respond to requests for information and reports with extracted data from databases.

· Confer with IT staff and/or vendors to resolve problems.

· Test and review software programs; provide input for modification or refinement.

· Validate electronic test files, assisting providers and clearinghouse programmers when they have questions.

· Install software updates and instruct users as to changes.

· Log errors and system problems; research and evaluate interruptions in standard operations.

· Maintain and organize administrative files of cooperative agreements for each external user of the system.

FULL PERFORMANCE KNOWLEDGE, SKILLS AND ABILITIES REQUIRED:  (These may be acquired on the job and are needed to perform the work assigned.)
BUSINESS APPLICATIONS SUPPORT TECHNICIAN (continued)
ENTRY KNOWLEDGE, ABILITIES AND SKILLS REQUIRED:  (Applicants will be screened for possession of these through written, oral, performance, and/or other evaluations.) 

Knowledge of:  departmental software programs/systems; technical processes and procedures; business processes, policies  and procedures; agency rules and regulations, state statutes.

Data Utilization:  Requires the ability to perform basic level of data analysis including the ability to review, classify, categorize, prioritize and/or reference data, statutues and/or guidelines and/or group, rank, investigate and diagnose.  Requires discretion in determining and referencing such to established standards to recognize interactive effects and relationships.

Human Interaction:  Ability to advise and provide interpretation to others how to apply policies, procedures and standards to specific situations.

Equipment, Machines & Matierals Utilization:  Ability to operate equipment and machinery requiring complex and rapid adjustments, such as computers and other office machines and/or materials used in performing essential functions.
Verbal Aptitude:  Ability to utilize a variety of advisory data and information such as financial statements, technical operating manuals, statutes, procedures, guidelines and non-routine correspondence.

Mathematics Aptitude:  Ability to add, subtract, multiply and divide.

Functional Reasoning:  Ability to use functional reasoning and apply rational judgment in performing diversified work activities.

Situational Reasoning:  Ability to exercise the judgment, decisiveness and creativity required in situations involving the evaluation of information against measurable criteria.

Dexterity:  Ability to coordinate eyes, hands, feet and limbs in performing movements requiring skill and training, such as drawing, data entry and assembling.
Physical Requirements:  Ability to exert very moderate physical effort in sedentary to light work, typically involving some combination of stooping, kneeling, crouching and crawling, lifting, carrying, pushing and pulling.

Sensory Requirements:  Ability to recognize and identify degrees of similarities or differences between characteristics of colors, shapes, sounds, tastes, odors and textures associated with job-related objects, materials and tasks.

Skill in:  communicating information/instructions, both orally and in writing, so it is easily understood by others; prioritizing/organizing work; problem identification/resolution. 

Ability to:  document actions in detail; give needed guidance or training to customers to prevent recurrences; remain current with latest version of application(s) supported. 

JOB PREPARATION GUIDELINES: (Entry knowledge, skills and abilities may be acquired through, BUT ARE NOT LIMITED TO, the following coursework/training and/or experience.)

Any combination of training, education and/or experience that will enable the incumbent to possess the required knowledge, skills and abilities.  A general qualification guideline is two to three years experience in the department/division/work unit using the software applications/ systems and business processes.

