
Our innovative and growing company is hiring for an analyst, technical support.
We appreciate you taking the time to review the list of qualifications and to apply
for the position. If you don’t fill all of the qualifications, you may still be considered
depending on your level of experience.

Responsibilities for analyst, technical support

Backs up other team members during days off, vacations
Review Incident tickets with higher risk or urgency required to determine
symptoms and troubleshoot steps performed by the Tier 1 Support group
Escalate issues to Sr Technical Support Analyst that could impact the ability
to maintain compliance related established SLOs
Confirm Incidents and provide functional product knowledge to resolve the
issue
Triage and determine the urgency, impact, and priority of Incidents and
escalate if applicable
Respond to complex end user requests related to functional or technical
aspects of production systems
Perform data analysis and developing recommendations to resolve Incidents
or address Service
Determine the underlying or root cause(s) of Incidents their subsequent
resolution and prevention
Collaborate with the Incident Manager, business unit, and Tier 1 Support to
ensure that stakeholders remain informed throughout the Incident
Management process
Support other non-production IT support tasks as necessary to maintain the
operating IT environment and to target operational efficiency improvement

Example of Analyst, Technical Support Job
Description
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Has 2-3 years of general working knowledge of Tidal Scheduler and/or
equivalent tier one Enterprise Scheduling platform
General working knowledge of the core SAP modules is preferred but not
required
Has at least 1 year basic support experience of MAC computer environment
in order to perform basic over-the-phone troubleshooting to provide incident
resolution and/or accurate incident escalation
Has 4-5 years basic support experience of MAC computer environment in
order to perform basic over-the-phone troubleshooting to provide incident
resolution and/or accurate incident escalation
Certification(s) and/or
Education may be used to substitute a portion of other core competency
requirements per hiring manager's discretion


