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	Developer
	Operator
	System Administrator
	Application Specialist
	Architect
	IT Manager
	Company Administrator

	* Description
What is a short description of the role’s job function?
	Develops code or content for a particular service hosted by IT, and interfaces with that group on a regular basis to push out updates or new releases. Cares about the health of their service, may need to directly operate their service, and may need to directly push code or content.
	Monitors and operates the services running on servers, and serves as a front-line for support issues, responding to alerts, taking calls from customers, and creating tickets to track problem resolution.
	Manages servers or systems throughout their lifecycles by performing tasks such as provisioning the operating system, applying patches, installing software, and configuring applications. Also performs troubleshooting for escalated issues.
	Packages applications for use within an organization after optimizing and fine-tuning the default installation. Generally regarded as the expert for their particular application. May perform troubleshooting if issues are escalated to them.
	Responsible for defining and enforcing standards throughout the IT organization, such as standardizing OS builds, packaging supported software, and defining best practice configurations.
	Manages the entire group responsible for server operations, handling budgets, headcount, inventory, process, and generally responsible for customer (internal or external) satisfaction.
	Manages the Company system installation, including the hardware, software, and network setup and configuration. Also responsible for internal customer support, and performing maintenance and upgrades. 

	* Job Titles
What job titles are associated with this role?
	Developer (DEO)
Software Developer (DEO)
Software Engineer (DEO)
Producer (DE)
Web Producer (DE)
Webmaster (DE)
Content Manager (DE)
Program Manager (E)
Site Manager (E)
	System Administrator (DLO)
System Administrator – Level 1 (ES)
Operator (EO)
Operations Engineer (L)
NOC Engineer (O)
NOC Administrator (O)
NOC Staff (O)
Technician (O)
Computer Operator (O)
Computer Technician (O)
Help Desk (EO)
	System Administrator (DELO)
System Administrator – Level 2 (ES)
Staff System Administrator (ELO)
UNIX Administrator (DELO)
Lab Administrator (O)
Systems Engineer (EL)
Database Administrator (DELO)
Hardware Engineer (E)
	System Administrator (O)
System Administrator – Level 3 (ES)
System Administrator – Level 4 (ES)
Research Engineer (ELO)
Software Specialist (E)
Application Specialist  (D)
Automation Tool Builder (E)
	System Administrator (DLO)
System Administrator – Level 3 (S)
System Administrator – Level 4 (S)
Architect (O)
IT Architect  (O)
Systems Architect  (DO)
Tech Lead (O)
Computer Systems Analyst (O)
	IT Manager (EO)
Manager of System Administration (EO)
Operations Manager (DEO)
Director IS (EO)
Director MIS (EO)
Director of Operations (EO)
Director of Data Center Operations (EO)
Application Hosting Manager (D)
CIO (O)
COO (O)
	System Administrator (DLO)
System Administrator – Level 2 (E)
System Administrator – Level 3 (E)
System Administrator – Level 4 (E)

	* Departments
What departments, divisions, or units would you expect to find them in?
	Engineering (D)
Marketing
etc…
	IT
Operations
Data Center Operations
Application Hosting (D)
SA Level 1 (E)
	IT
Operations
Data Center Operations (O)
Application Hosting (D)
Hardware Group (E)
BUR (E)
Security (E)
SA Level 2 (E)
	Research (LO)
IT
Operations (D)
	IT
Operations (D)
Data Center Operations
Application Hosting (D)
	IT
Operations (D)
Data Center Operations
Application Hosting (D)
	IT
Operations
Data Center Operations
Application Hosting (D)

	* Percent Users
What percentage of the users of the application have this role?
	48%
20% (D)
15% (E)
	20%
60% – One Role (D)
1% (E)
	20%
60% – One Role (D)
77% (E)
	5% (E)
20% (D)
	5%
60% – One Role (D)
	1% (DE)
	1% (E)


	Experience in Job
About how many years of experience would you expect them to have in that position? Is there a minimum?
	1 – 5 years (D)
	6 months – 2 years
6 months – 10 years – One Role (D)
	2 – 5 years
6 months – 10 years – One Role (D)
	2 – 5 years
6 months – 5 years (D)
	2 – 10 years
6 months – 10 years – One Role (D)
	2 – 5 years (D)
	2 – 5 years


	Areas of Domain Expertise
What are the areas of domain expertise?
	Software Development (D)
Web Production (D)
	Customer Support 
System Administration (D)
	System Administration (D)
	System Administration (DO)
Software Development
Application Expertise (D)

	System Architecture
System Administration (D)
Software Development
	Management
	System Administration

	Experience in Domain
How much experience would you expect them to have in their domain?
	A few years
	A few months to a few years
A few months to several years (D)
	A few years
	Several years
A few years (D)
	Several years
	A few years
	A few years

	* Tasks
Are there certain tasks you would expect the user to perform that would be relevant to this application?
	Check Service Health (E)
Check Server Health (ELO)
Stop/Start/Restart Service (EO)
Define Push Scenario (DELO)
Push Code/Content (DEO)
Schedule Push
View Push Schedule
View Push History
View Ticket History
Open/Edit/Close Ticket (EL)
Update Contact Information
	(All Developer Tasks) (D)
Check for Alerts/Mail/Tickets (DEL)
Respond to Alerts/Page/Tickets (EL)
Acknowledge/Close Alerts (L)
View Dashboard of All Servers Health
ID Server’s Role Based on Criteria (L)
Troubleshoot Problem (DEO)
View Server Change History (DE)
View Escalation & Contact Info (EL)
View Info/Docs on Customer (EL)
View Server Log Files (O)
Login to Server(s) & Run Commands (E)
Login to Server(s) & Perform QA (L)
Run Script or Tool (DEO)
Edit Application Configuration (DOT)
Reboot Server (EO)
Update Documentation (L)
Respond to Push Request (L)
	(All Developer Tasks) (D)
(All Operator Tasks) (D)
View Health of My Servers (D) 
Discover Hardware on Network (T)
Discover Installed Software (D)
Determine Server Hardware Location
Gather Requirements (E)
Design Site/System Architecture (ELO)
Organize/Group Servers (ELO)
Add Server to Pool (ELO)
Rack Server (ELO)
Setup Server Console Access (E)
Connect Server to Storage (L)
Setup RAID / Mirror Disks (E)
Performance/Kernel Tuning (ET)
Setup Server Network/VIPs (EL)
Configure/Manage DNS (E)
Configure/Manage IP Space (E)
Install OS (DEOT)
Configure OS/Registry (DELO)
Monitor Security Sites (O)
Respond to Vulnerability Notice (E)
Check for Patches Needed (DEOT)
Identify Servers that Need Patch (EOT)
Retrieve Patch from Vendor (E)
Copy File to Server (E)
Install Patch/Fix/Change (DELOT)
Test Patch/Fix/Change (EL)
Install Application/Utility (DEOT)
Reinstall Application (L)
Install Customer Applications/Code (EL)
Configure Application (ELO)
Confirm Installation Successful (E)
Upgrade Application (OT)
Upgrade OS (OT)
Backup Configuration Files (DELO)
Restore Configuration Files  (DELO)
Setup/Change Login/Sudo Accounts (ELO)
Change Passwords on Many (EL)
Free Up Disk Space (O)
Setup Backups (EO)
Setup Log File Rotation (L)
Setup Log File Monitoring (L)
Setup ISM Monitoring (ELOT)
Setup Reporting/Statistics (L)
Write Script  / Develop Tool (DEO)
Test Server – Func/Load/Fail... (ELT)
Coordinate Decommission (E)
Decommission Server (EO)
Take Server Offline (E)
Uninstall/Remove Software (E)
De-Install Hardware (E)
Re-allocate Decommissioned HW (E)
Rebuild/Repurpose Server (E)
Audit Servers Based on Criteria (DELO)
Flag Servers as Requiring Action (E)
Capacity Planning (LT)
Backup Server Files (E)
Restore Server Files (E)
Restore Server to Point in Time
Archive Server SW & Config (E)
Migrate Server SW & Config (ET)
Copy Server SW & Config (EL)
Troubleshoot Escalated Problem (LO)
Coordinate w/Others to Fix (E)
Get Customer Approval for Change (E)
Create/Share/Publish Server Reports
Create/Update Docs in KB (EL)
Create/Update Contacts in KB (E)
Turnover to Level 1 / Customer (EL)
Ensure SLAs are Met (T)
Disaster Recovery (ET)

	
Respond to Automation Request (E)
Identify Automation Candidates (E)
Package Application (DLO)
Package Application as ISM (DE)
Upload Package (DEO)
Define Application Install (DEO)
Define Application Configuration (EO)
Define Service Stop/Start (O)
Define Service Code Push (O)
Define Application Monitoring (E)
Develop Application Scripts (E)
Define Dependencies (DEO)
Document Application (E)
Control Application Revisions (E)
Deprecate Software (O)
	(All Developer Tasks) (D)
(All Operator Tasks) (D)
(All Administrator Tasks) (D)
(All Specialist Tasks) (D)
Define OS Build (DO)
Define Patch Install (DO)
Upgrade Software (DO)



	Inventory Report (DEO)
User Activity Report (DEO)
Project Status Report (DE)
Job Activity Report (DEO)
	Install Company Core (DEO)
Install Company Agent (DEO)
Configure Company (DEO)
Create Groups (DEO)
Create Users (DEO)
Delegate User Creation (L)
Create Customers (DEO)
Troubleshoot Company Problem (DEO)
Run System Diagnosis (DEO)
Upgrade Company (DEO)


	Turnover Rate
What is the turnover for this position?
	2 – 3 Years (D)
	6 Months – 2 Years
6 Months – 5 Years (D)
	2 – 3 Years (D)
	2 – 4 Years (D)
	2 – 4 Years (D)
	3 – 5 Years (D)
	2 – 3 Years

	* Frequency of Use
How frequently is the user expected to use the application?
	Once a week, most likely for just a few minutes to perform a code push.
Multiple times a day. (DE)
	Multiple times a day, for varying lengths of time depending on the task. (D)
Once a week as directed by system administrators. (E)
	Multiple times a day, for varying lengths of time depending on the task. (D)
	Once a week, most likely for a few hours to create or update an application. (D)
	Multiple times a day, for varying lengths of time depending on the task. (D)
	Once a month, most likely for a few minutes to view reports. (D)
	A few times a week, for varying lengths of time depending on the task. (D)

	Importance to Job
What is the application’s importance to their job?
	Facilitates work (D)
	Facilitates work (D)
	Facilitates work (D)
SpeCompany up work (L)
	Facilitates work (D)
	Facilitates work (D)
	Facilitates work (D)
	Central to work (D)

	Training
How much training do you expect the user to receive before using the application?
	1-day course (D)
	2-day course
5-day course (D)
	5-day course (D)
	3-day course (D)
	5-day course (D)
	1-day course (D)
	5-day course (D)

	Education
Is there a minimum level of education or other special training they would have?
	BS Computer Science (D)
BS Software Engineering (D)
(Or equivalent experience) (D)
	BS Computer Science (D)
(Or equivalent experience) (D)
	BS Computer Science (D)
IBM Certified Solutions Expert (D)
MCSE (D)
SCSA (D)
(Or equivalent experience) (D)
	BS Computer Science (D)
BS Software Engineering (D)
(Or equivalent experience) (D)
	BS Computer Science (D)
MS Computer Science (D)
IBM Certified Solutions Expert (D)
MCSE (D)
SCSA (D)
(Or equivalent experience) (D)
	BS Computer Science (D)
BS MIS (D)
BS DIS (D)
(Or equivalent experience) (D)
	BS Computer Science (D)
IBM Certified Solutions Expert (D)
MCSE (D)
SCSA (D)
(Or equivalent experience) (D)

	Experience With Tools
Are there any other tools you would expect them to be familiar with? How familiar?
	Content management systems. (D)
Source control systems. (D)
FTP (D)
	Monitoring systems. (D)
Ticketing systems.
	Windows, Solaris, or Linux operating systems. (D)
Wide array of software installation and configuration. (D)
	Windows, Solaris, or Linux operating systems. (D)
Wide array of software installation and configuration. (D)
	Windows, Solaris, or Linux operating systems. (D)
Wide array of software installation and configuration. (D)
	Web browser software. (D)
	Windows, Solaris, or Linux operating systems. (D)
Wide array of software installation and configuration. (D)

	* Contacts
Please list any contacts that you have that have this role.
	Paul Smith (D)
Eric Winters (D)
	Kevin Martin (D)
Holly Frank (D)
Brian McClellen (D)
Tony Carts (D)
Paul Ingston (D)
Dave Lilly (D)
	Kevin Martin (D)
Holly Frank (D)
Brian McClellen (D)
Tony Carts (D)
Paul Ingston (D)
Dave Lilly (D)
	(Multiple) (D)
	Kevin Martin (D)
Holly Frank (D)
Brian McClellen (D)
Tony Carts (D)
Paul Ingston (D)
Dave Lilly (D)
	Jim Sledge (D)
Mike Boblitt (D)
	

	Notes
Please list any notes to clarify the data.
	
	COMPANY views Operator, SA, & Architect as one user in their organization, the SA.
Some LDCL/OPSW users view SA, App Specialist & Architect as one user in the real world.
	COMPANY views Operator, SA, & Architect as one user in their organization, the SA.
Some LDCL /OPSW users view SA, App Specialist & Architect as one user in the real world.
SA role includes the Hardware Group in COMPANY, or the Data Center Services role in Company/COMPANY.
SA role includes DBA’s. Network Engineers are not accounted for, though some related Networking tasks appear under SA. 
	Some LDCL/OPSW users view SA, App Specialist & Architect as one user in the real world.
	COMPANY views Operator, SA, & Architect as one user in their organization, the SA.
Some LDCL/OPSW users view SA, App Specialist & Architect as one user in the real world.
COMPANY Companysn’t view the Architect as a separate role from the SA. 
	
	

	Risks
Please list any risks with the role analysis.
	
	Should we consolidate or keep roles separate, with the understanding that users can operate in more than one role?
	Should we consolidate or keep roles separate, with the understanding that users can operate in more than one role?

Should HW Engineers / DCS be split out as separate?

Should Network Engineers be split out as separate?
	Should we consolidate or keep roles separate, with the understanding that users can operate in more than one role?
Are App Specialist sand Architects that distinct? Not much differentiation in tasks. May want to combine.
	Should we consolidate or keep roles separate, with the understanding that users can operate in more than one role?
Are App Specialist sand Architects that distinct? Not much differentiation in tasks. May want to combine.
	
	


(D) = COMPANY (Interviews)
(E) = COMPANY (Interviews & Process Analysis Documentation)
(L) = Company/COMPANY (Interviews & Previous UI Research Notes)
(O) = Company (Interviews)
(T) = TechRepublic Server Operations Management Study
(S) = SAGE System Administrator’s Guild Job Descriptions
Note that attributions are incomplete. A variety of entries in the table came from Company interviews and prior UI research, Company interviews, and COMPANY process analysis documentation. These still need to be called out.
Note that an attribution indicates the data came directly from that organization, or, that organization reviewed that data and did not edit or delete it, while editing or deleting data around it, which implies acceptance.
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