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Job Description

Job Title:
Product Support Analyst
Job Code:
JE1380
Job Grade:
3
SJC Code:
GALXP3

Reports to:  
Manager
EEO-1/Job Family:
Professionals
Supervises:
None/Compliance Authority
Created/Revised:
March 27, 2006
Ed/Exp:
BA/5
Travel:
< 5%
Lic/Cert:
None
Environment:
General Office


Objective:  To monitor, analyze, recommend, and validate solutions that effectively transition products from development to support.  To propose and implement transition standards, as approved and directed.  To provide technical direction and guidance to staff on how to achieve and comply with transition standards.  To compile data on departmental operations and staff productivity, and measure against established transition standards.
Essential Functions:

1. Monitors, analyzes, recommends, and validates solutions that effectively transition products from development to support. 
2. Conducts, through random audits, diverse analysis of transition achievement cycles.
3. Proposes and implements transition standards, as approved and directed.  Creates transition standards and related documents, guidelines and procedures in compliance with business development objectives and company expectations.
4. Provides technical direction and guidance to staff on how to achieve and comply with transition standards.
5. Identifies and validates the required training support staff must receive prior to transition of products to support.

6. Acts to focus product development into supported platforms, such as MQ messaging, JMS TIPCO, WebLogic.
7. Develops and maintains effective relationships with Configuration Analysts and designated business units in the development of products, and to determine the appropriate level of support.  Provides estimates to business units on what is required to deliver support.
8. Tracks progress of projects and products.  Compiles data on departmental operations and staff productivity, and measures against established transition standards, production requirements, timetables, costs, etc.
9. Recommends solutions to developers and management to correct deficiencies in staff achievement of transition standards.
10. Recommends cancellation of product deployment and support in compliance with transition standards.
11. Receives training on designated products, services and procedures as required or requested. 
12. Verifies resolution of reported discrepancies to designated management, as directed.
13. Reviews departmental processes and requirements and provides feed-back to management, as directed.

14. Maintains a state-of-the-art knowledge of designated technologies to directly support product development and achievement of business development objectives.
15. Measures and validates achievable improvements in process and procedures, recommends changes, and implements new or revised process improvements, as approved and directed.

16. Compiles, updates, and maintains documentation for existing and proposed process improvement initiatives.

17. Acts the primary internal and external point-of-contact for the consistent communication of process improvement initiatives for technical support services.
18. Develops, coordinates, and integrates customer-oriented solutions into technical support systems for both internal and external processes, including linkage to third-party software and hardware providers.
19. Produces business and technical flowcharts that capture the statement of work, processes, organizational dynamics, and interdependencies with the delivery of technical support services.
20. Initiates CCBs for all support documentations.

21. Maintains all process documents in compliance to DO200A and ISO Standards, as required or requested.

22. Maintain all process in the designated repository, or through other methodologies and resources, as directed and approved.

23. Creates Standardized Process Documentation for designated groups in the Technical Support Services business unit.

24. Validates the accuracy, timeliness, appropriateness, and integrity of all process improvement content.
25. Develops and maintain effective working relationships with key customers and industry contacts to implement product improvements and drive sales.
26. Perform other related duties, including special projects, as requested or required.

Education/Experience: Bachelor’s degree or equivalent, with an emphasis in product development, quality management, or the equivalent combination of related training, proficiency and experience.  Five (5) or more years of experience working in a product development and/or customer service environment, or related and equivalent experience.  Demonstrated experience achieving/managing quality standards.

Skills, Knowledge & Abilities:  Demonstrated proficiency monitoring, analyzing, recommending, and validating solutions that effectively transition products from development to support.  Demonstrated proficiency conducting, through random audits, diverse analysis of transition achievement cycles.  Demonstrated proficiency recommending and implementing transition standards.  Demonstrated proficiency creating transition standards and related documents, guidelines and procedures in compliance with business development objectives and company expectations.  Demonstrated proficiency providing technical direction and guidance to staff on how to achieve and comply with transition standards.  Demonstrated proficiency conducting original research and analysis, and the consistent achievement of projected results based on analysis performed.  Demonstrated effective and diplomatic oral and written communication skills, with diverse customer service and business development teams, management, and internal and external customers.  Demonstrated experience successfully resolving customer service related conflicts, and with persuading and negotiating others to embrace strategies proposed.  
Licensure/Certification: None.
Performance Requirements: Employee must comply with Jeppesen’s policies and procedures, including but not limited to: attendance, harassment, EEO/AA, confidentiality, security, safety, conflict of interest, ethics, copyright and patent, and use of company equipment/products/services, etc.
Physical Requirements: Character and scope of essential functions require constant sitting, seeing, hearing, repetitive motion, and occasional lifting of general  office materials [reams of paper, telephone books, flight manuals, binders, etc., typically weighing ten (10) pounds or less.  Employee must comply with safety and security requirements, and wear Personal Protective Equipment (PPE) as requested or required.
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