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Help Desk
[bookmark: OLE_LINK18][bookmark: OLE_LINK21]
Client:		DPI					Posting ID:	 157094
Location:	Madison, WI	 			Interview:	 On-Site
Start Date:	May 4, 2026. 				Contract Length:  1 year

Our client, the Wisconsin Department of Public Instruction (DPI), is looking for a Help Desk consultant. The goal of this position is to increase support to Wisconsin’s schools/districts for state reporting tasks as well as provide training and presentations related to several data applications. This position performs direct WISEdata customer support services for schools and districts (LEAs) clients by responding to CRM cases (or “tickets”), email, and telephone requests for support. The position will document, track, and monitor support requests to ensure a timely resolution. In the course of their daily work, the position follows the Customer Service Framework, as well as standards and processes for effective customer service practices. This position will serve as the primary trainer for training sessions/videos, demonstrations, conferences, and workshops held by the Customer Services team or in conjunction with external stakeholders.

Tasks
60% Customer Service Help Desk Support
Serve as a customer service contact for schools and districts in Wisconsin.
Create, oversee and monitor requests, incidents and problem resolution using user
support "ticketing" software.
Assist WISEdata product owner in identifying state reporting process improvements
through business process analysis.
Monitor and support school/district reporting progress.
Contact school districts when assistance may be needed.
Provide on-site or virtual training when appropriate.
Work with school districts on their data submissions to WISEdata.
Work with school districts to help them understand how to use WISEdata and
WISEdash for data reviews.
Help to ensure that data issues and errors are being resolved.
Monitor the health of the data for districts using the WISEdata portal and WISEdash.
Review data quality reports leading up to the data snapshot

35% Customer Service Training
Interact with internal and external customers.
Collaborate with Technical Writer to maintain customer support documentation and
contribute to statewide documentation such as FAQs and service desk tools.
Create training videos and/or tutorials.
Attend virtual or in-person conferences and workshops to present on WISE topics.
Advise management on situations that may require additional client support or
escalation.
Maintain up-to-date training materials and strive to improve customer
understanding.

5% Professional Development and Other Tasks as Assigned
Keep abreast of updates to applications and procedures.
Participate in appropriate professional learning courses.
Participate in meetings and training, including those associated to vendor user
groups.
Maintain awareness of operating procedures and environment of the team.
Other duties as assigned.

Knowledge, Skills and Abilities Required: 
Knowledge of methods for gathering and understanding customer needs.
Ability to maintain positive and courteous interactions with customers.
Ability to make thoughtful, expeditious decisions in complex situations.
Ability to interpret business logic and communicate technical requirements.
Effective oral and written communication skills.
Ability to work effectively in a team environment.
Self-motivated with the ability to work independently.
Ability to complete data health checks for the districts using visualizations and
download files.

NOTE: Candidate MUST be a CURRENT WI resident. No relocation allowed. Up to 90% remote with some in-person events and required presentations or workshops. This position may have some required travel (up to 10%) to conferences, workshops, etc. as well as in-person work events. Giving in-person (as well as virtual) presentations will be required, some of which requires travel around the state of WI

Complete the skills table below to be considered for submittal.
Skills listed below must be clearly stated in your resume.
	Skills and Knowledge Required
(Requested years of experience)
	Years of experience
(XX yrs)

	Required / Must Have

	Serve as a customer service data reporting contact for schools and districts in Wisconsin.
1-2 years
	Select Years
	Experience creating, overseeing, and monitoring requests, incidents, and problem resolution using user support "ticketing" software
1-2 years.
	Select Years
	Experience working with school districts to help them understand how to use WISEdata and WISEdash for data reviews.
1-2 years
	Select Years
	Experience with presenting training sessions
1-2 years
	Select Years
	Ability to use productivity tool applications including Microsoft Office, Microsoft Dynamics CRM (Customer Relationship Management) ticketing system and Google Apps.
	Select Years
	Associate’s degree or similar in a related field. 
	Select Yes/No
Enter Degree, University and year

	[bookmark: OLE_LINK2][bookmark: OLE_LINK3]Desired Skills / Nice to Have

	Provide on-site or virtual training when appropriate.
	Select Years
	Understanding of application programming interface (API) technologies
	Select Years
	Knowledge of data warehousing and reporting
	Select Years
	Assist WISE data product owner in identifying state reporting process improvement through business process analysis.
	Select Years
	Knowledge of student information system (SIS) software used within Wisconsin. 
	Select Years
	Knowledge of DPI applications including WISEdata Portal, WISEid, WISEdash and Ed-Fi Credential Application
	Select Years
	Narrative Required 

	Please provide details of how your skill set and past work experiences makes you the best candidate for this position.
	Enter narrative here




Candidate Information
Full Legal Name: Enter name here

Your Phone #: Enter phone here				Your email address: Enter email address

Hrly Rate Desired (W2/C2C): Enter rate			Date available: Enter availability here

W2 = Contract position. No benefits. You are paid for the hours you work only. Do you acknowledge? Select

Current Location: Enter location  				

Are you willing to travel to this location (i.e. M-F at work location) ? Select	

If hired, are you willing to relocate (move) to this location? Select

How many total years of working experience in IT? Select Years

How many years working in the US? Select Years

[bookmark: OLE_LINK19][bookmark: OLE_LINK20]Available for on-site interview in Madison, WI? Select		Available for a webcam interview?   Select

Candidate MUST be a CURRENT WI resident. No relocation allowed. Up to 90% remote with some in-person events and required presentations or workshops. Do you agree to this?  Select

This position may have some required travel (up to 10%) to conferences, workshops, etc. as well as in-person work events. Giving in-person (as well as virtual) presentations will be required, some of which requires travel around the state of WI.  Do you agree to this?  Select
    
A background check that includes residence and work authorization for the United States is required by client. Will you consent to a background check prior to the contract start date?    Select

Do you agree to a past employment and education verification check? Select

Have you ever worked for the State of Wisconsin? Select

If yes, please provide the Department and Division: Enter narrative here

If yes, please provide the dates of employment: Enter narrative here

Work Status (US Citizen, Green Card, etc.): Select work status

If applicable, Visa Expiration Date: Enter a date
 
If you have a visa sponsor or work on Corp to Corp, provide the company information below. IO Datasphere can only work with the company that currently holds the candidate’s visa sponsorship.

Employer Company: Enter company name			Contact Name: Enter contact name

Contact Phone: Enter contact phone			Contact Email: Enter contact email

Professional References

Provide Two to Three (2 - 3) Boss/Supervisor/Manager References in order of relevance for this position. (No co-workers other than boss, etc, no personal friends, relatives, or neighbors)
[bookmark: OLE_LINK6][bookmark: OLE_LINK7]
[bookmark: OLE_LINK5][bookmark: OLE_LINK1]1. First Reference
[bookmark: OLE_LINK8][bookmark: OLE_LINK9][bookmark: OLE_LINK23][bookmark: OLE_LINK24][bookmark: OLE_LINK4]Reference Name: Enter reference name
Reference Company: Enter company name
Reference Phone: Enter reference phone
Reference E-Mail: Enter reference email
 
2. Second Reference
Reference Name: Enter reference name
Reference Company: Enter company name
Reference Phone: Enter reference phone
Reference E-Mail: Enter reference email
 
3. Third Reference
Reference Name: Enter reference name
Reference Company: Enter company name
Reference Phone: Enter reference phone
Reference E-Mail: Enter reference email




Instructions:

Email completed skills form and your most recent resume to us at: jobs@iodatasphere.com
Please include 10394WI Skills Form and your name on the subject line.

If you have any questions, please email us and include 10394WI in the subject line.
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