OSI – PROJECT MANAGEMENT OFFICE
Project Roles and Responsibilities
CUSTOMER SUPPORT ANALYST
Role:
The Customer Support Analyst is responsible for executing the day-to-day customer support operations as directed by the Customer Support Manager.  The analyst is responsible to meet or exceed customer service to the end users and stakeholders and ensure that service levels and metrics are met by project staff.  
Responsibilities:
· (Develops) processes to support the project’s numerous and diverse stakeholders.
· (Communicates) the resolution, response, and timeframes when there are unplanned outages or system issues.
· (Coordinates) specialized training for end users and stakeholders as needed. 
· (Attends) regional user group meetings to provide project updates, collect, research, and respond to questions, concerns, and issues from the end users and other stakeholders.
· (Participates) in the development of requirements and analysis of impacts on the county business process for service requests to be incorporated in upcoming production releases.
· (Coordinates) and (manages) special project initiatives assigned by project management to provide products and services to help end users and/or stakeholders or the project staff as needed. This may include the development of procurement documents, state and federal reporting documentation, curriculum, user guides, or other required materials.
· (Facilitates) communication and problem solving for the project, end users and stakeholders via the web site, customer surveys, and reports.
· (Supports) business process improvement projects acting as an advisor/subject matter expert on tasks involving knowledge transfer and training on these new business processes.
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