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SCOPE OF RESPONSIBILITIES

Coordinates the day-to-day operations of the JCPS technology support services teams that provide operational
support for all system-wide technology used in the district. Works closely with the Manager Technology Support
Services to direct the activities of the technology services staff and ensures that end users are receiving service in
a timely and efficient manner. Insures district-wide compliance with all technology policies and procedures related
to the proper purchase, operation, end-of-life, sanitization, and disposal of technology equipment. Coordinates
technical support with Infrastructure Services, Computer Education Support and other stakeholders.

PERFORMANCE RESPONSIBILITIES & EVALUATION CRITERIA

Coordinates the activities of the technology support services teams in the area of technology maintenance and
support. Insures all work is done in an efficient and timely manner and is available on call 24x7.

Insures the enterprise antivirus software is in compliance with State requirements.

Designs and implements best practices, standards, and operational guidelines for providing software updates,
computer services, and associated images including mobile devices for all JCPS users.

Insures compliance with established SLAs, all district-wide technology architectural standards, hardware policies
and procedures. Specifically, ensures all technology related equipment is purchased, operated, maintained,
secured, inventoried, tracked, ret

Coordinates with and assists JCPS school-based staff in maintaining and reporting hardware inventories and
consults with school-based administrators on the selection, purchase, and implementation of school-based
technology.

Keeps abreast of emerging technologies and threats to identify service trends, and works closely with the
infrastructure services group to review, design, test, implement, and support innovative enterprise cmnputing
environments and mitigation services, a

Works closely with management and the support teams to establish and implement technical support best
practices and measures as well as effective change management strategies.

Utilizes effective communication skills to interact with internal clients and external stake holders on all levels to
help resolve IT-related issues and provides answers in a timely manner.

Works closely with the Manager Technology Support Services and other IT team members to design, track, and
report, key performance indicators, and implements measures to sustain high levels of technology support
performance among staff.

Mentors team members and stays current on certifications(s) by successfully completing updated certification
exams. Assists management with the creation and delivery of the annual KDE Technology Activity Report (TAR),
the annual KDE Technology Readiness-R

Performs other duties as assigned by the Manager Technology Support Services.

PHYSICAL DEMANDS




The work is primarily sedentary, with occasional field work. It requires the ability to communicate effectively using
speech, vision and hearing. The work requires the use of hands for simple grasping and fine manipulations. The
work at times requires bending, squatting, crawling, climbing, reaching, with the ability to lift, carry, push or pull
light weights.

MINIMUM QUALIFICATIONS

Bachelor's degree in related field

Five (5) years of proven hands-on experience managing enterprise technical teams and providing technology
support using ITIL best practices.

Excellent written and oral communication skills coupled with thorough knowl,edge in the areas of support desk,
client support, infrastructure support, hardware maintenance, support and warranty, and hardware sanitization
and disposal as well as knowledge

A current, relevant, and industry-recognized certification or ability to complete department-designated and
department- paid certification(s) within twelve (12) months of hire.

DESIRABLE QUALIFICATIONS

Master's degree.

Project Management training.

Knowledgeable with technology grants and managing state provided technology funds.
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SCOPE OF RESPONSIBILITIES Iw

Supervises asslgned field technicians and provides installation, support, troubleshootlng and maintenance services
for district technology including, but not limited to, voice and data equipment, computing equipment, business
machines, electronic and audiovisual equipment, network and other district technology equipment. Tracks and
expedites hardware and software warranty repair utilizing district-approved vendor support. Continually
communicates with School Technology Coordinator and district staff. Provides second tier support and leadership
to Field Technicians as well as ensuring efficient and timely service to end users.

! M :u ‘PERFORMANCE RESPONSIBILITIES & EVALUATION CRITERIA i I

Effectlvely, professionally, and respectfully represents Information Technology to other teams and
business owners, works cooperatively with peers and superiors to cross-train, and to deliver excellent customer
service.

Assists with communication between identified students and the home, school, teachers, community groups, and
school administrative staff.

Installs, maintains, upgrades/updates and repairs computing equipment, legacy/VoiP telephones, business
machines, networking and wireless equipment, electronic equipment associated with access control, interactive
and other audiovisual classroom equipment

Coordinates curricular and extracurricular activities (before, during and after school hours) designed to assist
identified students succeed with personal, social and emotional growth goals.

Provides support for the district's Information Technology products and services, including answering questions,
interpreting schematics, troubleshooting problems, teaching or instructing customers regarding software or
hardware functionality, and in comm

Attends meetings of community organizations serving as liaison between the school and such groups for the
purpose of discussing and working on mutual needs and concerns including school security and safety measures.

Collects and maintains record of attendance, grades and number of disciplinary referrals on each identified
student as a basis for decision-making and program development.

Continually adheres to and follows change management protocols, policies, procedures and performance
standards mandated by management. Maintains accurate and well-organized inventory in fleet vehicle, and
keeps vehicle clean, at all times.

Establishes and maintains an ongoing program of home contact with parents of identified students and works
with parents to increase understanding and constructive participation in the school program.

Completes assigned task tickets in a timely manner and effectively utilizes the ticketing system platform as
required by management.

Performs other duties as assigned by the principal.

Tracks and expedites hardware and software warranty repair utilizing district-approved vendor support.

Routinely communicates with the Supervisor Technology Services and/or Field Services Engineer about issues
and/or concerns pertaining to assigned duties and jobs to be performed.

Performs all other duties as assigned by the Supervisor Technology Services and/or Field Services Engineer.




PHYSICAL DEMANDS

The work is performed while standing or walking. It requires the ability to communicate effectively. The work
requires the use of hands and tools for simple grasping and fine manipulations. The work, at times, requires
bending, squatting, crawling, climbing and reaching with the ability to lift, carry, push or pull medium weights. The
work involves being around moving machinery, exposure to marked changes in temperature and humidity, driving
automotive equipment and exposure to dust, fumes, and gases.

MINIMUM QUALIFICATIONS

Associate's Degree in electronics or computer related field and/or five (5) years of experience in computer repair
field.

In-depth knowledge of computer and networking hardware as well as all Microsoft Operating Systems and
Microsoft Office products.

Good communication skills

A current, relevant, and industry-recognized certification, or the ability to successfully complete department-
designated and department-paid certification(s) within twelve (12) months of hire.

Valid driver's license.
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Bachelor's Degree

Hardware manufacturer certification.

Project management experience














































