

JOB DESCRIPTION




	Job Title: Supervisor, PC Tech Support
	Job Code:  JE1660

	Department: Global Technology Services
	Date Created:  November 2003

	Grade:  MT5
	Revision Date: 

	Summary: 
Oversees, schedules and organizes, tier one PC Tech Support group ensuring quality customer service.  

	Principal Responsibilities:

· Plans, directs and coordinates a 24x7 PC Tech support staff.
· Ensures proper business rules are maintained in the use of a Customer Relationship Management (CRM) tool.
· Coordinates cross-functional communications with other areas in the technical support organization, as well as outside technical support, through defined channels.
· Evaluates the cost and performance of the PC Tech support group.
· Assigns schedules, coordinates workflow, and assures adequate staffing per shift.
· Monitors customer satisfaction and reports to management.
· Ensures proper training and documentation is complete.
· Follows established day to day operations procedures.

· Performs other duties as assigned.

	Reports to:  Director, GPS

	Supervisor Responsibilities: Non-exempt employees

	Education/Experience Requirements:
· Bachelor’s degree in Information Systems, Business Administration, or Aviation Management or equivalent combination of education and experience. 

· Minimum of two (2) years PC Tech Support shift work.
· Previous supervisory experience is desired.
· Other computer certifications are desired.  

	Competencies:  (15) Customer Focus, (30) Intellectual Horsepower, (24) Functional/Technical Skill, (11) Composure, (1) Action Oriented, (51) Problem Solving, (60) Building Effective Teams, (36) Motivating Others, (67) Written Communications, (26) Humor


	Travel: Less than 15%

	Environment: Office

	Physical Requirements: Sitting; Seeing/Hearing; Repetitive Motion: None; Lifting N/A


Note:  The statements contained herein are intended to describe the general nature and level of work being performed by employees assigned to this job.  Employees may be required to perform any other job-related duties as requested by their supervisor.
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