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Extraordinary Qualifications - Civil Service Form #1197

’ Regquester Information

Name: BejideLegania Dale:  1/31/2018
Email:  bjlegania@nola gov
Phone Number:  504-658-7633

Deparment: ITI

Employee Details

Employee Name: |Mallhew Riccardo ]
Appoinling Authority: %b_e@ LaGrue
Courtney Bagneris
|
|

Department: :220-CA-C5. B

Is Ihis a promotion or a new hire?:. (") New Hire (Hired Above Minimum) ® Promotion (Qualified Above Minimum)

Proposed Classification: | INFORMATION TECHNOLOGY SUPERVISOR - ]

Job Posting and Appointment

Type of Appoiniment. | Probationary ) Dale of Appoiniment (if known):
Duralion of Job Posting: |Centinuous

Method(s) of Advertising?: :Civil Service

Highly responsible lechnical, professional and supervisory work of a specialized nature involving the responsibility for the funclional,
administralive operalions, and activilies of the City's 311 Call Cenier The supervisor will lead and manage the 311 slaff members in
Iroubleshooting lechnical issues and following up on program managemant issues while delivering superior customer service. The
supervisor will act as a subjecl mafter expert for all 3-1-1 projecls and manage day lo day operations including emergency operations
Work also includes

. Presenting reports on performance at lhe manager and execulive levels

. Documenting, Iracking and moniloring incidenls and problems to ensure limely resolution including escalalions

. Recommending and execuling modificalions 1o 3-1-1, lhe CRM and olher business workflow soltware in order {0 improve efficiency,

reliabilily and performance
. Crealing and mainlaining content relaled lo a wide variely of Cily services in the 3-1-1 Customer Relalionship Management (CRM)

knowledge base
e Managing lhe creation, delivery and mainlenance of lhe content on the CRM's home page for Cusiomer Service Representatives lo

‘use for citizens

i+ Acl as system/user administralor for froni and back office users lhrough the CRM's configuralion ulility v

io Ruaning and.mananinn. macies jisinn, a Stouctured Quans ] ananana (SO ) for.date.held ing i

Detailed Position Descriplion

\_Qualiﬁcations

How many applicants were on Lhe eligible list? Afler reviewing lhe register, how many possessed ihe exlracrdinary qualificalion(s) described below?:
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There were len candidates on lhe eligible list. While a few of the candidates have similar years of experience at a medium to large scale i

;computar or clienservar system managing an informalion Technology Systems, Mr. Riccardo is the only candidale who holds all of the A

‘qualificafions needed far this ij These include: a relaled college degrae, a mlalad csmrlmlinn supervisory exparience, and specifically, iy
)

:superwsory experience overseeing a call center, ils personnel, and its tachnalogy infrastructure. Other for thia job lack
‘supervisory exparience overseeing the aparations of a call center, specﬂ'cally: (V)
Describe: | Minimum Qualification - from Job Anouncement Employae Qualification that Exceeds the M|n|mum

Relevant Experience
5+ years of experience in call center management.

Education i Bachelor's Degree

Certs/Training
i urses

Describe how similar qualifications are nol readily available in the labor market at the minimum rale:

10 years of experience in information managemenl syslems and

| ITIL v3 Foundalion Ceificalion plus professional development co

Page 2 of 4

Details

| Supervised stalf as Deputy Program Manager ror the One Source Telecommunications Support contract oversee

| portation tnformation Operations Call center and its Wireless and Web leams. Managed specific enterprise inforr
| bleshooting, change managemenl, and customer relalions aclivities, Most recently oversees Cily of New Orleans
| ible for 311 IT systems and 13 agenls. Serves as liaison between Departmenl heads in regard 1o 311 messaging

eporling. Manages relevant |nformal|on syslems lo employees and citizens, lroubleshooung, user management,

Bachelors of Science in Industrial Dlslnbunon - Englneermg from Western Carolina Universily May 2002

Civil Service Supervisory Cerificalion and additional coursework including: records management, principles of m
g, and decision-making

iItis very difficult to find candidates who hold ihe necessary education, oeml'lcallon and progresslvely respon5|ble superwsory experlence

of information technology systems let alone call center syslems and staff managemenl. Candidales with lhese qualificalions are generally A
in highar paying position than the minimum entrance rate,

How are the duties of the posilion relevant lo the advanced qualification?

Mr. Ricearto's nxpaﬁnn:& pravides him with the knowladge ond Dbﬁ.ll.f o pxecule Ihe mosl-specalized duliss relovant to the advanced

|qualification. For example, Hls prior experience managing specilic unterprsa information sysiems prepares him well for managing the A
3-1-1, Cuslomer Relalionship Managemanl [CRM} system, Including iroubleshooting of system outages as well as decumanting,

tracking, and monitoring incidents and prublerns |z ansure timaly

lution incivding I

15, a8 wallas rammmanding and

exsculing modifications, and b

lar i ff y, reliability, and performance. His experienca with

|configuration managemant of a S0OL based reporting systems h; directly ralevant to running and minaging quenes using SOL for data
[hetd in the 3-1-1 applications, such as the 311 Wallboard, UCCX and Finesse call cantar applicalions thal measure and report agen!
.perl'grlmn:u His experience supervising staff for the Deparimenl of Transpartation Information Operatians Call Cenler prepares him well
(nr supervising 3-1-1 staff, while his project managemant axperience with the Gity's One-Stop application |LAMA, dnd leading IT

|Combined Infrastruciure Exhitit 300 i

o waekly and monthly project status meetings, repors fo Intemal

are
lcustomars and departmenl heads participating in 3-1-1, and 1o present reports on performance al the manager and execulive [avals.

|
Oves ®No

Are lhere other deparimental employees in this classificalion with the same or equivalent qualifications:

Additional Documenlalion

Allachment 1

Allachment 2:

Altachment 3.

Proposed Pay Rale

Rate Granled in Sleps (maximum of 21): 18 Rate Granted as a Percentage (musl be divisible by 1.25): |17.28

How will hiring Lhis person al lhe rale specified be a financial advantage to the Cily? (Please provide an objeclive financial analysis):
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The annual salary of Mallhew Riccardo will be $78,998.44. The previous siaff ihat performed the duties of the 311 Manager wilh similar
experiance was a conlraclor, paid al the hourly rale of $110. Based on 2080 hours per year, lhe lolal cost for a coniractor {0 do the same A
work would equal $28,800. Promoting Mallhew lo this position as a Civil Servant at the annual salary of $78,989.44 provides a significant
cosl savings lo (he City
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Appointing Authority Approval

Name:  Kimberly LaGrue
Date:  1/31/2018
Approval: @ Approved (D Denied

Comment:

-~
L
| Class & Pay Approval
Name: Samuel Stoule
Date:  2/20/2018
Approval: @ Approved (D Denied O Cancel
Comment:  As per discussians and email request, appraved at step 12 (in addifion to Civil Service lrainer pay for a total of slep 16}
A
v
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