MT. DIABLO UNIFIED SCHOOL DISTRICT

Technology User Support Manager

Summary Definition:

Under the general supervision of the Director of Technology and Innovation, manages a team in the
successful operation of the District’s tiered user support structure, ensuring schools and departments
have responsive, timely assistance; conceptualizes, plans, and manages long term initiatives and
endeavors; serves as an information technology advisor to other departments and schools; and performs
related and other work as required to provide responsive, cost effective user support and innovative
education and business services in support of the District’s mission and vision.

Directly Responsible To

Director of Technology and Innovation

Examples Of Duties (to include, but not limited to):

E: Essential Functions (Incumbents may perform any combination of the essential functions shown
below. This position description is not intended to be an exhaustive list of duties, knowledge or abilities
associated with this classification, but is intended to accurately reflect the principal job elements.)

1. Manages a team of technicians in the provision of technical user support to staff and students. E

2. Plans, schedules, and oversees a responsive, efficient, and equitable system of technical support
including field technicians and help desk services. E

3. Oversees the operation and maintenance of the Department’s work order system to ensure its
structure and function align with District and Department needs. E

4. Participates in strategic leadership in anticipating and developing appropriate and innovative
responses to future needs and challenges regarding the District’s information technology
functions. E

5. Participates in the development and implementation of Information Technology policies,
standards, practices and security measures. E

6. Oversees training and training resources for assigned staff. E

7. Provides daily direction and mentoring to team members and technical leaders. E

8. Participates and takes a lead role in special information technology projects as they pertain to
increasing the District’s information technology technical capabilities. E

9. Provides project management and oversees projects as assigned. E

10. Supervises staff as assigned. E

11. Provides ongoing technical and leadership expertise in supporting the District’s network and
infrastructure, and data and information systems.

12. Maintains knowledge of developments in the area of systems and technology to assure the new
developments in technology field, best practices, industry standards and security are considered
and incorporated into current and future systems where applicable.

13. Participates in the selection and management of high-level vendors; participates in the
development and administration of vendor contracts.



14.

15.
16.
17.

18.
19.
20.

Meets, as required, with other agency information technology departments to discuss problems
associated with equipment and/or software products and to keep current with the latest
developments in the field.

Participates in the development and implementation of the District’s Strategic Technology Plan.
Contributes to the development and management of budgets.

Interprets and communicates work procedures and company policies to staff; communicates
with other Departments and Managers to resolve problems and expedite work.

Provides assistance to District staff in meeting their information needs.

Performs other duties as required.

Attention to detail, oral and written communication, conflict management, organization,
scheduling, time management, good business acumen and customer relationship management.

DESIRABLE QUALIFICATIONS:

Training and Experience:

A combination of training and experiences equivalent to a Bachelor’s degree in information technology,
information systems, computer science, or a closely related field; or any combination of professional
training or experience. Ability to explain technology using nontechnical language. Ability to adapt to all
levels of technology including legacy levels of technology found in school districts. Experience in
troubleshooting user device and software issues. Three years experience in a technology user support
role. Experience in directing/supervising the work of others is desirable.

Knowledge Of:

e Federal, state, and local laws and regulations, as well as District policies and procedures, or the
ability to obtain this knowledge.

e Data center operations including HVAC and power management for lights-out operations; LAN
and WAN networks; telecommunications (VolP); WiFi and radio communications; SAN and NAS
data center requirements.

e Project Management Institute (PMI) best practices as outlined in the Project Management Body
of Knowledge (PMBOK) is highly desirable.

Ability To:

e Lead a highly technical team of individuals in meeting established service levels.

e Exercise good judgment and tact.

o Work effectively with all segments of the educational community and general public.

e Identify, assemble, and analyze data from a variety of sources, and make appropriate
recommendations for action.

e Oversee the maintenance of records and reports consistent with defined requirements.

e Maintain the confidentiality of student and staff records and information.

e Communicate effectively and efficiently with District staff, elected officials, other government
agencies, vendors and contractors, consultants, service providers, boards and commissions, the
public, and parents and students.

® Recognize future avenues of information service development and conceptualize appropriate
plans and responses.

® Work successfully in a team environment, as well as a public agency unionized environment.



Explain difficult material simply and logical thinking.

Design and implement procedures.

Express oneself clearly and concisely, both orally and in writing.

Performance of all of the clerical and administrative record keeping duties of the position
including operation of computer software programs.

e Manage information technology documentation processes and procedures.

Licen n her R irements:

® Possession of a valid California Class C driver’s license, and proof of insurance are required.
e Industry Certificates.

Working Environment:

Office environment, driving a vehicle to conduct work. Ability to see and hear to conduct work and speak
to exchange information. The ability to stand and sit for extended periods of time, reach overhead,
above the shoulders, and horizontally, or bend at waist to retrieve and store files. Reading, writing,
operating computer keyboard.

Physical Abilities:

Hear and speak to make presentations and exchange information in person and on the telephone;
communicate so others will be able to clearly understand normal conversation; dexterity of hands and
fingers to operate a computer keyboard and manipulate paper; see to read, prepare documents and
reports and to observe other personnel; sit or stand for extended periods of time; work at a desk,
conference table, small student classroom table, or in meetings in various configurations; hear and
understand speech at normal levels; kneel, bend at the waist, reach overhead, above the shoulders, and
horizontally; lift objects weighing up to 60 pounds, work variable hours, attend meetings and activities
that require long periods of sitting or movement, use a computer for extended periods of time, work
with a diversity of individuals and/or groups and utilize a variety of types of job-related equipment, work
independently and collaboratively.

DMA, Salary Range 8 (261 Days)
Approved by Board of Education: TBD
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