SAMPLE POSITION DESCRIPTION

SUPPORT ENGINEER –Tier 1
Motto: 100% Client Satisfaction 100% of the time.

JOB FUNCTIONS:   
· Answer all incoming calls in a timely and efficient manner.

· Monitor alerts and respond according to established procedures.

· Clearly define the problem. Utilize all resources available to define issues.
· Accurately and consistently prioritize client problem.
· Accurately match engineer skill sets to the problem.
· Seek scheduled resource to troubleshoot with all parties involved.
· Create and Track Trouble Tickets.

· Provide regular updates and pertinent developments to clients and IGNW personnel.
· Insure clear explanation of work performed is recorded in RT.
· Routine Remote Management tasks and check list.
· MSS and RMS analysis and reports as requested.

· Carry Off-Hours Pager. 
· Provide feedback and participate in the development of the NOC support structures.
· Participate in MSS meetings.

· Meet billable hour’s goals as laid out by supervisor.

· Dress appropriately as required in stated MSS policy for engineers.

· Comply with all time and documentation procedures dictated for all engineers.
SUCCESS MEASUREMENTS:

· Client satisfaction --- receiving a survey score of 4 out of 5 or higher when clients are contacted about our support team.

· All Departments of InfoGroup [Inside Sales, Account Managers, Project Managers, Staffing, Administration, Management, Engineers] view support as a value added to our clients and to their department.

· No clients are lost because they felt they did not get the support required to fix a problem issue.

· Every Break and Fix problem has a ticket created in RT, is scheduled with the client and engineer, placed in the engineer’s calendar with all critical documentation and followed up with the client.

· After-Hours Pages are responded to and the procedures are followed every time without failure.

· Assist Project Managers by calling project accounts to ensure complete customer satisfaction.  
· Professionalism and courtesy in all communications, written and verbal.
· All other departments are kept apprised of client information that is pertinent to their department. 

· Issues with support processes are identified to relevant parties.
· 80% or higher on 30, 60, 90 day reviews if new start or 80% on annual review after reach first year.
