TECHNICAL SUPPORT SURVEY
The State of Missouri implemented a new Classification and Compensation Plan in July of 2020.  The new classifications and pay ranges have been in use for several months. We are currently reviewing some of our class specifications and pay ranges to ensure we are maintaining marketable compensations, and in response to requests of State agencies.
Currently, we are conducting a review of the class specifications and compensation for our Information Technology Services Division’s Client Engagement Services Section. It has been requested that class specifications be created separating the Technical Support Call Center Units and Technical Support On-Site/Remote Assistance Units, as well as repositioning the assigned salary ranges on our pay grid. 
It would be appreciated if you could please provide your state’s job title that best matches the below summaries.  We would appreciate available salary information, typical qualifications required, and a copy of your class specification:
Call Center Technician
A help desk position serving as the first point of contact at the Information Technology Service Desk. Provides technical support to telephonic requests for assistance. Requests consist of issues with email, passwords, connection/communication, and more. Primary focus is to understand and resolve the issue within Tier 1 standards and protocols. Escalates issues to higher level of support as warranted. 
1. Job title:
2. Typical qualifications:
3. Low, high, and average employee salaries:
4. Class specification attached: 
Client Support Technician
A help desk position accountable for providing technical support for requests submitted though the Help Desk Ticket System, escalated from the Call Center, and/or in a field environment. Complexity and type of issues vary; however, issues typically are of moderate complexity. Issues are escalated to higher level of support as needed.
1. Job title:
2. Typical qualifications:
3. Low, high, and average employee salaries:
4. Class specification attached: 
Senior Call Center Technician
Position serves as a lead worker and assistant supervisor for teams in the Call Center. Assists technicians with identifying and resolving issues and assists supervisors with training and mentoring of staff. Participates in providing technical support to client’s telephonic requests.
1. Job title:
2. Typical qualifications:
3. Low, high, and average employee salaries:
4. Class specification attached: 
Senior Client Support Technician
Position serves as a lead worker and assistant supervisor for teams providing technical support for requests submitted though the Help Desk Ticket System, escalated from the Call Center, and/or in a field environment. Assists technicians with identifying and resolving issues and assists supervisors with training and mentoring of staff. Participates in providing direct technical support to clients. 
1. Job title:
2. Typical qualifications:
3. Low, high, and average employee salaries:
4. Class specification attached: 
Technical Support Specialist 
Position at this level could serve as a professional individual contributor without supervisory responsibilities. Responsible for the most complex issues and coordinating with other information technology areas to resolve issues for clients. Assists supervisor with staff issues and administrative functions.
1. Job title:
2. Typical qualifications:
3. Low, high, and average employee salaries:
4. Class specification attached: 
Technical Support Supervisor
Supervisory positions overseeing the day-to-day operation of a team providing technical support to clients. Oversees staff development, provides mentoring, plans and assigns work, assesses performance, and initiates/participates in discipline issues. Ensures the quality and efficiency of technical support provided. Provides technical assistance and guidance to staff. Oversees rollout of new hardware/software associated with assigned area. 
1. Job title:
2. Typical qualifications:
3. Low, high, and average employee salaries:
4. Class specification attached: 
Technical Support Manager
Managerial position accountable for overseeing the supervision of multiple teams providing technical support to clients. Provides input into the evaluation of new products, responsible for assigned projects, and ensures quality and efficient technical support is provided to clients. 
1. Job title:
2. Typical qualifications:
3. Low, high, and average employee salaries:
4. Class specification attached
[bookmark: _GoBack]We would appreciate a response by February 19, 2021.  Thank you for your assistance.
