SANTA CLARA COUNTY OFFICE OF EDUCATION

CLASS TITLE: MANAGER - NETWORK & TECHNICAL SUPPORT SERVICES

BASIC FUNCTION:

Under the direction of the Director II-Information Systems, plan, organize and direct the
activities and operations of the network and technical support unit of the Regional Technology
Center (RTC); prepare and maintain the network and technical support unit budget and
expenditures; assure issues related to implementation and support of information technology at
the County Office are addressed efficiently and effectively; supervise and evaluate the
performance of assigned personnel.

REPRESENTATIVE DUTIES:

ESSENTIAL DUTIES: - - R SRR L

.Plan, organize and direct the act1v1t1es and operations of the network and technical’ support umt
-of the RTC; conduct meetings to review ongoing issues and projects; work individually. ot in
groups with team members to provide direction, assist with technical issues, -guide: project
~planningand facilitate customer mterachons develop goals and:-objectives for the unit s and
:.":department T T : . R T SIS TAP TN

L ‘Plan des1gn, mstall conﬁgure maintain, upgrade troubleshoot tune and support loeal and Wlde:

-area networks, servers, operating systems, applications, email messaging systems and telephony

».-systems; configure network devices and software including routers, switches, security:deviees ... . -
and others;: configure routers and switches for: County-® Ofﬁce sites and district:: customers S

4 conﬁgure and mamtamnetworkmomtonng tools T N B TS SR coniinirr st

Direct the operatlons of data/vmce telecommumcatlons and teleprocessmg systems;:.assure theu i
delivery -of - efficient and effective communications: services 'and . accurate call accountlng,

~monitor additions, modifications:and maj or repairs of telecommunication systems. -

Monitor and analyze technical support effect1veness efﬁc1ency and customer satisfaction;: utilize .\~ -

appropriate system to manage customer -requests: for technology support; assure.: appropnate_.::-' -
"TESOUrCES are apphed to meet customer needs. e :

Superv1se and evaluate the performance of assigned staff: mtervlew and select employees and
recommend transfers, reassignment, termination and disciplinary actions.

Develop and prepare the annual preliminary budget for the network and technical support unit;
analyze and review budgetary and financial data; control and authorize expenditures in
accordance with established limitations; identify, plan and manage capital outlay budget.

Troubleshoot network performance issues; analyze and resoive customer problems with network
performance.

Design network systems as needed; determine appropriate cable installations, network
equipment, addressing schemes and traffic routine to meet the needs of school sites.
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Manager — Network & Technical Support Services - continued Page 2

Analyze network utilization; provide customers with recommendations for proactive bandwidth
upgrades.

Prepare and maintain a variety of reports, records and files related to personnel and assigned
activities; create and maintain server and network documentation including diagrams,
spreadsheets and related documentation; manage maintenance agreements, support contracts and
software licensing.

- Review proposed technology purchases; identify, evaluate and procure new hardware and
software products; identify necessary components and prepare related purchasing documents.

Provide technical information and assistance to the Director regarding assigned functions; assist
in the formulation and development. of policies, procedures and programs; partlclpate in the long-
term plannmg processes for County Office network infrastructure.

i -'-:s(Z,ommumcate with admlmstrators,rpersonnel and outside organizations to coordinate-activities,

-u:resolve issues and conflicts and exchange information; communicate and meet with:vendors to

-~ OTHER:DUTIES:

~-evaluate. potential acquisitions, .identify technology solutrons troubleshoot problems Wlth
"ex1stmg installations and negotrate contracts and. purchases 13

L .Pian and support the network prowdmg mtemet access. to the County Office and 1ts dlstrrcts

: -Operate a computer and ass1gned software programs operate other ofﬁce equrpment as: a551gned

s =:-Attend a vanety of meetmgs as: a351gned part1c1pate on a531gned teams and comm1t<tees fconduct C
- -user group and other meetmgs : . e e

- Performe related dutles as. assrgned

'KNOWLEDGE AND ABILITIES

o ¥ KNOWLEDGE OF:

. Networking concepts and. technologres mcludmg TCP/IP rou’smg protocols server- operatmg g
systems, Cisco 10S, NAT and others. : BN o

- Wireless: LAN configuration, implementation and maintenance. S
Organization and direction of operations and activities related to the installation, conﬁguratlon
maintenance, troubleshooting, diagnosis and repair of computer hardware, software, peripherals
and network systems.
Operations of data/voice, telecommunications and teleprocessing systems.
Budget preparation and control.
Principles, methods and procedures of operating computers, networks and peripheral equipment.
Policies and objectives of assigned programs and activities.
System utilities and design and program applications.
Materials, methods and tools used in the operation and repair of computer systems.
Advanced knowledge of software programs.
Computer hardware systems and software applications utilized.
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Manager — Network & Technical Support Services - continued Page 3

Principles and practices of administration, supervision and training.
Record-keeping and report preparation technigues.

Interpersonal skills using tact, patience and courtesy.

Oral and written communication skills.

Technical aspects of field of specialty.

ABILITY TO:
Plan, organize and direct the activities and operations of the network and technical support unit
of the RTC.
Organize and direct the activities and operations of the network and technical support team
Oversee and participate in the planmng, design, set-up, development and modification of
computer and network systems. . -
- Train-and evaluate the performance of assigned personnel.
Prioritize installation, maintenance and repair needs. ‘
Manage the design, installation, operation, maintenance and repair of LANs and WANs
wiw Assure proper installation of server and work station software.. R e
-:Research and establish commumcatlon with existing networks in the Internet <
#Provide consultation  to .. personnel and - others concermng computer/metwork and
svtelecommunication systems eqmpment and: malﬁmetlons -
+ Plan and organize work. - : o
otin Meet schedules and time 11nes :
‘Work independently with: little: dlI‘CCtIOIl ,
- Communicate effectively both.orally and in wntmg SR : L
- Establish and maintain cooperative and effectlve worklng relat;onsh1ps Wlth others
e .Mamtam records and prepare reports B R e TEPETR

EDUCATION AND EXPERIENCE e e SR FESLINE T A TNCNE IS R B

Ve Any combmatlon equlva.lent to bachelor’s: degree in: computer science or. related ﬁeld and five oo
. years increasingly. respon51b1e experience in-computer network: design-and installation:ncluding <~ 200
~ two years ina superv1sory capac1ty o I PSP

B ELICENSES AND ()THER REQUIREMENTS

S Valld Cahforma drlver S hcense

WORKING CONDITIONS: ‘

ENVIRONMENT:
Indoor environment.
Driving a vehicle to conduct work.
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Manager — Network & Technical Support Services - continued Page 4

PHYSICAL DEMANDS:

Dexterity of hands and fingers to operate a computer keyboard.
Hearing and speaking to exchange information.

Seeing to read a variety of materials.

Sitting for extended periods of time.

Approved by Personnel Commission: June 23, 2011
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Philip J. Gordillo Date

Executive Diregtor, ]Q.lman Resources : =
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