NYCERS

Employees’ Retirement System

New York City Employees’ Retirement System

Citywide Job Vacancy Notice

Dated: 09/22/26 Posted Until: 10/07/26 | NYCERS Posting Number: 009-27-0026

e Civil Service Title: IT Service Management Specialist
e Title Code: 95713
¢ Division: Innovation & Transformation

e Salary: $75,000-$130,000 (Annual)

Job Description

NYCERS is seeking a highly skilled IT Service Management Specialist to support and
enhance the agency’s Data & Analytics service delivery operations within the Bl &
Analytics (BI&A) organization. This role is responsible for ensuring reliability, continuity,
and quality of Bl and Data services. The main focus is on analytics products, platforms,
enterprise reporting environments, and cross-department technology workflows that
support NYCERS’ mission-critical operations.

The ideal candidate will oversee and improve analytics service management processes
including development and support of reports and dashboards, service lifecycle
administration, change management oversight, incident analysis, platform governance,
and performance monitoring. The specialist will play a key role in maintaining high
service availability for systems such as Tableau, Power Bl, and related data platforms,
while ensuring compliance with agency standards, security policies, and operational
best practices.

This position involves close collaboration with internal and external stakeholders, IT,
Data Management, cross-functional engineering teams, and external vendors. The
employee will help design and configure the data platform and tools, implement
standardized methods, procedures and reporting processes, enhance and modernize
data products as technologies evolve, conduct root-cause analysis of process and
system disruptions, promote continuous improvement efforts across business units. As
NYCERS expands its data-driven operating model, this IT Service Management
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Specialist will ensure that analytics systems are stable, scalable, secure, and aligned
with agency objectives.

Primary Responsibilities:

Partner with business units to understand data requirements, ensure alignment
with SLAs, and support the delivery of high-quality reporting and analytics
services.

Configure, manage, upgrade, and support Bl service management tools to
ensure optimal performance and availability.

Administer and enhance data extraction workflows including design, transition,
operations, and continuous improvement.

Oversee service management processes across analytics platforms, ensuring
reliability, and proactive issue prevention.

Coordinate, diagnose, and resolve service disruptions related to Bl platforms
such as Tableau Server, Power Bl service, data gateways, extract refresh
pipelines, and reporting environments.

Establish and maintain standardized procedures for dashboard and report rollout,
change management, including assessing risks, documenting impacts, and
ensuring compliance with agency policy.

Evaluate emerging tools, automation solutions, or methodologies that improve
service reliability, and user experience.

Monitor, track, and record changes to analytics systems, data assets, and
reporting environments to ensure accurate and auditable service records.
Implement role-based access controls, platform security configurations, and
governance policies to protect sensitive reporting data across departments.
Perform root-cause analysis for incidents impacting analytics systems; document
findings and collaborate with engineering teams on preventive measures.
Develop and maintain documentation for IT service policies, platform procedures,
and operational standards.

Promote service excellence and user empowerment by offering training,
guidance, and support for analytics platform functionality and governance.
Participate in proof-of-concept initiatives to assess new analytics technologies, or
platform enhancements.

Preferred Skills and Experience:

Extensive experience developing and supporting Data & Analytics products and
solutions including data sources, reports, dashboards and workflows.
Demonstrated experience administering and supporting enterprise Bl platforms
(e.g., Tableau Server, Power Bl), including user management, data source
governance, and performance monitoring.



e Experience applying IT service management practices; change control, asset
tracking, and service life cycle oversight within complex technical environments.

e Strong understanding of analytics platform security, including role-based access
control, row-level security, and governance for sensitive information.

e Proficiency in SQL for troubleshooting data-related issues and validating source-
to-report accuracy.

e Hands-on experience optimizing refresh schedules, monitoring platform health,
adjusting and improving system reliability.

e Ability to identify root causes of service disruptions and implement corrective
actions across cross-functional teams.

e Experience with workflow automation, and methods for enforcing standardized
procedures.

e Experience collaborating with business stakeholders to align service delivery with
organizational needs, SLAs, and compliance.

e Strong communication skills with the ability to translate technical challenges into
business-friendly explanations.

e Detail-oriented approach with a strong focus on data integrity, system reliability,
and adherence to governance standards.

e Experience training users, developing documentation, and promoting best
practices for platform usage and analytics service operations.

Desirable Skills/Experience

e Tableau certifications (Desktop Specialist, Data Analyst, Server Certified
Associate).

e Familiarity with ITIL frameworks, change management methodologies, and
service governance processes.

e Experience automating analytics workflows or platform administration tasks using
scripting languages such as Python or PowerShell.

e Knowledge of cloud-based analytics environments (e.g., Azure, including Al
Fundamentals certification) and their integration with enterprise reporting.

e Experience in public-sector, pension systems, or regulated environments where
service reliability and compliance are critical.

Minimum Qualification Requirements

1. A baccalaureate degree from an accredited college in computer science, engineering
or a related field and four years of satisfactory full-time experience related to information
technology service management, process management, operations; or,

2. A baccalaureate degree from an accredited college and eight years of satisfactory full-
time experience related to IT service management, process management, operations; or,



3. Education and/or experience which is equivalent to "1" or “2” above. Note: This position
is open to qualified persons with a disability who are eligible for the 55-a Program. Please
indicate on your resume or cover letter if you would like to be considered for the position
under the 55-a Program.

Note: The City of New York is an inclusive equal opportunity employer committed to
recruiting and retaining a diverse workforce and providing a work environment that is free
from discrimination and harassment based upon any legally protected status or protected
characteristic, including but not limited to an individual's sex, race, color, ethnicity,
national origin, age, religion, disability, sexual orientation, veteran status, gender identity,
or pregnancy.

New York City residency is required.
NYCERS is an equal opportunity employer

Internal candidates must have been rated satisfactory or better on their last annual
evaluation.

To apply for consideration, please forward a cover letter indicating posting number 009-
27-0026 and a copy of a current resume to: cityjobs.nyc.gov and search for Job ID#:
801691



https://cityjobs.nyc.gov/
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