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Job Description

Job Title:
Supervisor, Data Center
Job Code:
JE3406
Job Grade:
MT5
SJC Code:
TBD


Reports to:  
Manager, Operations
EEO-1/Job Family:
Officials/Managers
Supervises:
An assigned staff
Created/Revised:
March 20, 2005
Ed/Exp:
BA/2 Years
Travel:
< 10%
Lic/Cert:
None
Environment:
General Office


Objective:  To supervise the IT Data Center, including supervising compliance to service level agreements (SLA) of internal customers.  To provide comprehensive software, hardware and network service to customers globally.  To supervise staff providing first and second level software and hardware support on a global basis.  To meets with departmental customers to anticipate requirements and develop proactive problem resolution processes.  To develop and monitor conformance with service level objectives.  To supervise an assigned staff and budget.
Essential Functions:
1. Plans, organizes, directs and evaluates the performance of an assigned staff. Establishes performance requirements and personal development targets.  Monitors performance and provides coaching for performance improvement and development. Recommends compensation and provides other rewards to recognize performance.  Takes disciplinary action, up to and including termination, to address performance deficiencies, in accordance with policies.

2. Provides day-to-day leadership and works with staff to ensure a high performance, supports team building and employee empowerment, and applies process improvement and quality management principles in assigned areas of responsibility.

3. Supervises and participates in the scheduling of staff and on-call departmental subject matter experts to accommodate data center needs and requirements.  Monitors daily performance statistics for trends, concerns, and problems that need to be addressed at a departmental or division level.  Generates reports to analyze and develop enhancements to on-line problem resolution/self-help information, including backup, restores, etc.

4. Supervises and monitors capacity and performance quality measures.  Evaluates trends, and develops and updates data center performance standards and procedural tools.  Conducts operational audits to validate compliance to procedural and performance standards.

5. Meets with customers to reconcile requirements with service delivery capacity and resources, and obtains feedback on service level agreements with other IT management and staff.  Analyzes the cause and effect of problems and related frequencies, and develops proactive problem resolution processes to eliminate or reduce operational deficiencies, and to achieve compliance with customer service requirements.

6. Supports and administers computer operations departmental policies and procedures.  Supports and administers data retention/recovery and production job schedule environments.  Performs continuous analysis of production jobs, backup processes, system monitors and server availability and provides solutions working with all groups impacted.
7. Works with the Program Office to create project plans, schedules, and status reporting.
8. Makes presentations to peers and other management on production system status.
9. Provides predictive statistics to project the scheduling of upgrades for software/hardware.

10. Performs other related duties, including special projects, as requested or required. 

Education/Experience: Bachelor’s degree in information technology, with an emphasis in supervising a complex IT data center environment, or the equivalent combination of related training, proficiency and experience.  A Master’s degree is preferred.  Two (2) or more years of related experience, or the equivalent and validated proficiencies.
Skills, Knowledge & Abilities: Demonstrated knowledge of and proficiency supervising the principles, practices, methods and techniques of customer service and customer relationship management.  Demonstrated proficiency producing quantitative analysis and service planning.  Demonstrated proficiency hiring, developing, evaluating, rewarding and disciplining an assigned staff.  Demonstrated proficiency evaluating existing and proposed processes and implementing improvements.  Demonstrated proficiency creating an organizational structure and defining responsibilities from business requirements. Demonstrated proficiency creating and supervising within an approved budget.  Demonstrated proficiency supervising multiple projects and priorities.  Demonstrated experience directing original research and analysis, and the consistent achievement of projected results based on analysis performed.  Demonstrated effective and diplomatic oral and written communication skills, including making scheduled/unscheduled presentations before diverse domestic and international business development teams, executive management, and external clients.  Demonstrated experience using diplomacy to negotiate, to resolve service conflicts, and to persuade 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, completion of core management development requirements, 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.
Competencies:  (2) Dealing with Ambiguity, (3) Approachability, (11) Composure, (12) Conflict Management, (17) Decision Quality, (22) Ethics and Values, (33) Listening, (39) Organizing, (50) Priority Setting, (51) Problem Solving
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