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Administrative Office of the Courts 
 
CUSTOMER SERVICE SPECIALIST – JIS 
 

 
Scope of Responsibility 
 Responsible for consultation, education, and problem resolution for 

Judicial Information System (JIS) applications. 
 

 Provides subject matter expertise on court business processes and 
system operations to stakeholders. 

 
 Functions as a Customer Service Specialist for judicial system 

information technology applications supported by the Administrative 
Office of the Courts. 

 
 Reports to the Court Education Services Manager, functioning as a 

subject matter expert in judicial system applications and business 
processes. 

 
 Work is performed independently and has decision-making 

responsibility within assigned areas of expertise. 
 

 
Essential Activities 

• Functions as a resident expert for consultation and problem resolution 
on Judicial Information System (JIS), other application systems, and 
court business operations. 

 
• Responsible for keeping current with all policies, procedures, reference 

materials, and auxiliary information that affect the JIS client 
community. 

 
• Tracks and responds to help tickets, phone inquiries and requests for 

information from court personnel and other JIS clients. 
 

• Responsible for complex, non-routine, and unique system application 
problem analysis and resolution.   

 
• Provides analysis of problems and responds efficiently and effectively 

with workable solutions. 
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• Develops documentation and educational materials to help facilitate 
stakeholder self reliance through AOC online knowledge base. 
 

• Assists in providing training for new system features and/or updates. 
 

• Forwards problems outside of expertise to the appropriate 
Administrative Office of the Courts staff for assistance and resolution. 

 
• Conducts research and analyses on topics related to judicial 

information systems, court business practices, and other criminal 
justice activities. 

 
• Interacts and communicates information between Court Education 

Professionals and other subject matter experts to ensure consistency 
of information to users of JIS and auxiliary systems. 

 
• Maintains working knowledge of new and emerging technologies 

related to enhancement of customer services. 
 

• Performs other duties as assigned. 
 

 
Key Competencies 

• Excellent ability to organize multiple tasks and priorities, gather 
information from multiple sources, give attention to details, learn and 
implement new concepts, adapt to change, recognize and resolve 
conflicts, and work effectively with people of different abilities and skill 
levels. 

• Excellent ability to work on multiple assignments concurrently, plans 
work to accomplish assignments, manages time to complete assigned 
tasks within the structure set by supervisor. 

• Proficient accomplishment of work objectives in cooperation with 
agency, court, state, and professional colleagues. 

• Proficient ability to work effectively as a team member and 
individually. 

• Proficient ability to identify, analyze and resolve problems in a 
consultative process, bringing problems and recommendations for 
solutions in a timely and effective manner. 

• Proficient working knowledge of court business processes and court 
business operations, JIS and other applications, reference materials, 
customer service ticket generation software, future software 
enhancements, customer support tools (e.g.: email, telephone, word 
processing, spreadsheets etc.), and query tools. 

• Proficient ability to effectively interpret and communicate technical 
information. 

• Demonstrated proficiency to independently develop and review written 
materials.  Communicates effectively both orally and in written form. 
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• Proficient ability to work independently and cooperatively; maintain 
effective work relationships; organize multiple tasks and priorities; 
learn and implement new concepts; adapt to change; recognize and 
resolve conflicts; work effectively with persons of differing abilities and 
skill levels; and analyze and interpret complex issues. 

 Demonstrates the ability to identify, analyze, and resolve problems in 
a consultative process bringing problems and recommendations for 
solutions. 

 Accurately assesses the resources necessary to carry out planned 
actions. 

 Perceives the impact and implication of decisions made regarding 
resources.  

 Anticipates potential problems as well as opportunities and adjusts 
plans based on input. 

 Approaches and performs work with attention to detail. 
 Clearly sees and understands the customers’ expectations and ensures 

that work products meet those expectations. 
 

 
Qualifications and Credentials 
Bachelor‘s degree AND: 

• Six years of experience working in client support and customer service 
data information environment or PC operational environment to 
include: two years of experience working directly with JIS and other 
applications. 

 
A combination of relevant education and experience may be considered in 
meeting the qualification baseline. 
 
 

 
 
SALARY RANGE: 58 
 
• Workweek may fluctuate depending on workload or agency need. 
• Overnight travel may be required based on business need. 
• This position is not covered under the Fair Labor Standards Act 

(FLSA). 
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