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Job Description

Job Title:
Tier 2 Tech Specialist, Senior
Job Code:
JE1312
Job Grade:
B2
SJC Code:
TBD

Reports to:  
Manager, Tier 2 Tech Support
EEO-1/Job Family:
Professionals
Supervises:
None
Created/Revised:
September 9, 2004

Ed/Exp:
BA/5
Travel:
< 40%
Lic/Cert:
None
Environment:
General Office


Objective:  To perform as a subject matter expert in providing senior level planning, analysis, review, preparation, development and maintenance of intranet and/or internet websites.  To produce the most complex This is an expert level technical position. The primary focus of this position is to provide expert level system support for systems in GTS.  This position will involve network and system design, security and management. Other responsibilities will include expert level Sales and Project Management system support.  A Senior Tier two specialist will be responsible for that technical support as it is escalated or required as well as training and system maintenance as required.  The focus for this advanced position in the Tier two organization will be to provide for expert level product and system depth in all Jeppesen products.   To provide a common point-of-contact for the consistent representation and communication of configuration management business objectives and related activities.
Essential Functions: 
1. Resolve all product problems escalated from Tier 1 (T1) Global Support and Control Center (GSCC).

2. Provide expert level system support to all Service Bureau systems and applications.

3. Implement new technologies to support High Availability (HA) systems.

4. Work towards obtaining/maintaining Qualified Internet Communications Provider (QICP).
5. Communicate directly with customers on technical issues (e-mail, phone, SITA, fax).

6. Install/Upgrade customer software and perform problem resolution .

7. Visit customers (onsite or on location).

8. Train Tier II Specialists.

9. Develop/revise documentation (operational/technical) as needed.

10. Investigate application / product functional issues and determine appropriate actions for resolution.

11. Record customer interaction and resolution detail in Vantive.

12. Support Project Management and Sales as needed. 

13. Improve and enhance current systems and application performance through process improvement and security.

14. Perform System Management (internal and external). 

15. Validate software releases on our various products and systems.

16. Update database files.

17. Perform Tier II Specialist duties.

18. Participates with other management personnel in establishing the overall policies and direction for software engineering. 

19. Participates in industry groups and stays abreast of technology changes to maintain value within configuration management.

20. Provides technical direction, training and immediate supervision to an assigned staff which may include: Configuration Management Specialists, Sr. Configuration Management Specialists, CM Architects, Tool Specialists, Automation Engineers, Software Engineers and others, as directed and approved.

21. Conducts original presentations on configuration management strategies to business units, executive management and others, as required or requested and approved.
22. Performs other related duties, including special projects, as requested or required.

Education/Experience: Bachelor degree in Computer Science or related discipline, or an equivalent combination of education, training, experience and proficiency.  A Master’s degree is desired.  Ten (10) or more years of IT software development experience, with an emphasis in software configuration management or equivalent.  Knowledge, Skills & Abilities: Demonstrated experience and proficiency managing a technical team.  Demonstrated experience defining and implementing large-scale processes within an IT or software development organization.  Demonstrated subject matter expertise with proven hands-on experience in all phases of the software development lifecycle.   Demonstrated proficiency managing the development and completion of IT projects using the Rational Unified Process (RUP), ClearCase, Clearquest, ReqPro, Primavera – P3E, TeamPlay, and other tools and methodologies in a Windows, Unix and Linux Red Hat distributed software development environment.  Demonstrated proficiency compiling and managing diverse information management concepts.  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 business development teams, executive management, and external clients.  Demonstrated experience building and leading cross-functional teams toward a common goal.  Demonstrated experience using diplomacy to negotiate 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, 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:  (30) Intellectual Horsepower, (38) Organizational Agility, (42) Peer Relationships, (50) Priority Setting, (24) Functional/Technical Skills, (39) Organizing, (28) Innovation Management, (25) Hiring and Staffing, (35) Managing and Measuring Work, (2) Dealing with Ambiguity, (5) Business Acumen, (65) Managing Vision and Purpose, (34) Managerial Courage, (60) Building Effective Teams, (52) Process Management, (15) Customer Focus, (50) Priority Setting, (20) Directing Others, (3) Approachability, (49) Presentation Skills
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