GO Software

TECHNICAL SUPPORT TIER 1

Job Description

Job Title: Technical Support Representative Tier 1

Department: Technical Support

Reports To: Technical Support Manager

FLSA Status: Non-Exempt

Prepared By: Human Resources

Prepared Date: May 2004

SUMMARY 

Responsible for providing level one support for GO Software's PC Charge product lines.

ESSENTIAL DUTIES AND RESPONSIBILITIES include the following. Other duties may be assigned.

· Answers, evaluates, and prioritizes incoming telephone, voice mail, e-mail, and PC Charge Support Live Help Chat, requests for assistance from users experiencing problems with PC Charge software.

· Interviews user to collect information about problem and leads user through diagnostic procedures to determine source of error.

· Determines whether problem is caused by hardware such as modem, printer, cables, or telephone.

· Handles problem recognition, research, isolation, resolution and follow-up for routine user problems, referring more complex problems to Tier 2, Tier 3 or Manager.

· Logs and tracks calls using problem management database, and maintains history records and related problem documentation by updating the Microsoft CRM system.  Updates TSR Message Boards and /or Bug and Enhancement request database.

· Makes recommendations to reduce help line incident rate.

· Tests software to evaluate ease of use and whether product will aid user in performing work.

· Sells support coverage, additional user or merchant licenses as needed.  Submits orders to Support Administrative Assistant for processing.

· Collaborates with team members and other departments to reach problem resolution and assess customer needs.

· Meets all established goals as a Tier 1 Representative as outlined in the support policies and procedures quidebook.

· Adheres to and enforces security practices of GO Software, Card Associations and processing platforms.

SUPERVISORY RESPONSIBILITIES                   




This job has no supervisory responsibilities.

COMPETENCIES                   




To perform the job successfully, an individual should demonstrate the following competencies:

Behavior - Maintains a positive work atmosphere by behaving and communication in a manner so that you get along with customers, clients, co-workers & supervisors.

Problem Solving - Identifies and resolves problems in a timely manner; Gathers and analyzes information skillfully; Develops alternative solutions; Works well in-group problem solving situations; Uses reason even when dealing with emotional topics.

Technical Skills - Pursues training and development opportunities; Strives to continuously build knowledge and skills; Shares expertise with others.

Customer Service - Ensures CUSTOMER DELIGHT by managing difficult or emotional customer situations; Responding promptly to customer needs; Soliciting customer feedback to improve service; Responding to requests for service and assistance; Meeting commitments.

Interpersonal Skills - Focuses on solving conflict, not blaming; Listens to others without interrupting; Keeps emotions under control; Remains open to others' ideas and tries new things.

Oral Communication - Speaks clearly and persuasively in positive or negative situations; listens and gets clarification; responds well to questions.

Written Communication - Writes clearly and informatively; Able to read and interpret written information.

Teamwork - Exhibits objectivity and openness to others' views; Contributes to building a positive team spirit.

Diversity - Shows respect and sensitivity for cultural differences.

Ethics - Treats people with respect; Works with integrity and ethically; upholds organizational values.

Organizational Support - Follows policies and procedures.

Motivation - Demonstrates persistence and overcomes obstacles.

Planning/Organizing - Uses time efficiently.

Professionalism - Approaches others in a tactful manner; Reacts well under pressure; Treats others with respect and consideration regardless of their status or position; Accepts responsibility for own actions; Follows through on commitments.

Quality - Demonstrates accuracy and thoroughness; Looks for ways to improve and promote quality; Applies feedback to improve performance; Monitors own work to ensure quality.

Quantity - Meets productivity standards; Completes work in timely manner; Strives to increase productivity; Works quickly.

Safety and Security - Reports potentially unsafe conditions; Uses equipment and materials properly.

Adaptability - Adapts to changes in the work environment; Able to deal with frequent change, delays, or unexpected events.

Attendance/Punctuality - Is consistently at work and on time; Ensures managers are informed when absent; Arrives at meetings and appointments on time.

Dependability - Follows instructions, responds to management direction; Takes responsibility for own actions; Keeps commitments; Commits to long hours of work when necessary to reach goals. Completes tasks on time or notifies appropriate person with an alternate plan.

QUALIFICATIONS:

To perform this job successfully, an individual must be able to perform each essential duty satisfactorily. The requirements listed below are representative of the knowledge, skill, and/or ability required. Reasonable accommodations may be made to enable individuals with disabilities to perform the essential functions.

Education and/or Experience                   




Associate's degree (A. A.) or equivalent from two-year college or technical school; or six months to one year related experience and/or training; or equivalent combination of education and experience.  Advanced customer service experience desired, preferably in a technical support/help desk capacity.

Strong knowledge of Windows 98, NT, 2000 and XP operating systems along with knowledge of Microsoft CRM Contact Management systems and ADP Time & Attendance Payroll systems.

Other Qualifications                   




Must be able to work overtime if required.

Work Environment 

The work environment characteristics described here are representative of those an employee encounters while performing the essential functions of this job. Reasonable accommodations may be made to enable individuals with disabilities to perform the essential functions.

 The noise level in the work environment is usually moderate.

Christine Seymour

Director of Human Resources

GO Software, Inc.

T: (912) 527-4520

F: (912) 527-4531

