COUNTY OF MILWAUKEE
INTEROFFICE COMMUNICATION



[bookmark: _GoBack]Date: 	December 30, 2016 

To: 	Theodore Lipscomb, Sr., Chairman, and Milwaukee County Board of Supervisors 

From: 	Laurie Panella, Chief Information Officer, DAS - Information Management Services Division
Prepared by Rick Trisco, IT Director of Governance and Strategy
Subject:	 Request for authorization to create the position of IT End User Support Analyst - Lead in the Department of Administration – Information Management Services Division.

Request

The Chief Information Officer, Department of Administrative Services - Information Management Services Division (DAS-IMSD), requests authorization to create a 1.0 Full-Time Equivalent (FTE) IT End User Support Analyst - Lead.  Approval of this action item will transition a long-term contracted Information Technology (IT) resource role to a permanent full-time, supervisory position.            

Background 

The role of contracted IT End User Support Analyst is a long-standing, outsourced IT resource within the Department of Administrative Services – Information Management Services Division (DAS-IMSD).   DAS-IMSD requests authorization to insource this role and create an IT End User Support Analyst - Lead. The new position has expanded responsibilities, including supervision of End-User Analysts, Interns, and IT contractors, enforcement of IT Incident and Service Request and Problem Management processes, and coordination of Knowledge Base Management.  Conversion of the existing contracted role to a permanent full-time position produces an anticipated annual savings of approximately $15,000. Supervisory activities including tracking and approving contractor and employee timesheets, day-to-day staff direction, and enforcement of IMSD service management processes and goals make this role unsuited for a contracted resource. 

The requested position is part of the Service Desk team that provides day-to-day support and superior customer service for technology end-users in all Milwaukee County Departments and Divisions. The incumbent shall ensure consistent outcomes, provide development and training on standardized problem solving techniques, assist in the retention of key organizational information, and enable IMSD to work toward permanent resolutions of IT service requests, IT self-service, and reduction in overall IT service needs. 

Recommendation 

The Chief Information Officer of the Department of Administrative Services – Information Management Services Division respectfully requests authority to create a 1.0 Full Time Equivalent position of IT End User Support Analyst - Lead.



Approved by


					
Laurie Panella, DAS-IMSD
Chief Information Officer

cc:      County Executive Chris Abele
Raisa Koltun, Chief of Staff
Supervisor Peggy West, Chair, Finance and Audit Committee
Supervisor Sheldon Wasserman, Vice-Chair, Finance and Audit Committee
Kelly Bablitch, Chief of Staff, County Board of Supervisors
Teig Whaley-Smith, Director, Department of Administrative Services
Steve Kreklow, Performance, Strategy and Budget Administrator, DAS
Steve Cady, Research & Policy Director, Comptroller’s Office
Janelle Jensen, Committee Clerk, Finance and Audit Committee 
Lara Lukasik, Fiscal Analyst, Performance, Strategy and Budget Office
MaryBeth Buechel, Senior Specialist Employee Relations
Michael Blickhahn, HRIS Director of Compensation 
Lynn Wagner, Fiscal and Budget Manager, DAS Central Business Office

