
Our innovative and growing company is hiring for an user support. Thank you in
advance for taking a look at the list of responsibilities and qualifications. We look
forward to reviewing your resume.

Responsibilities for user support

Coordinate student hiring with other Information Technology units
Recommend service level agreements (SLAs) for L1 and L2/3 response,
including other offices within Information Technology
Daily review of ALL open tickets and ensure they are resolved in a timely
manner according to the SLA specifications
Ensure that incidents reported to User Support Services are properly triaged
and recorded, and that problems that cannot be resolved by Level 1 support
are then directed to the proper staff and that corrective action is taken in a
timely manner to resolve the user’s needs and to prevent similar issues in the
future
Follow up with other units regarding resolutions of tickets
Provide weekly daily reports regarding ticket escalation, problem resolution,
root cause analysis and fundamental problem resolution
Create and maintain end-user documentation and materials for Stevens’ ITSM
Service Catalog
Develop and deliver end-user training sessions and workshops to users for
Stevens’ systems and applications
Provide accurate and timely information for end-users, IT collaborative
partners, and other IT Staff
Collaborate with campus partners to provide best of care end-user support
for Stevens systems and applications

Qualifications for user support

Example of User Support Job Description
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Good working knowledge of customer support principles and must be able
to work well under pressure in a demanding environment
Technical Functional proficiency in order to facilitate investigations between
the business, various levels of support, and application development teams
Able to work in pressured situations, and adaptability to change
2+ years of experience in end user support, with a strong Windows 7
background
Average to superior skills with MS Office applications (Word, Excel,
PowerPoint, Outlook, OneNote) familiarity with Microsoft Project and Visio
Successful completion of a full 4-year course of study in an accredited college
or university leading to a bachelor's or higher degree in information systems
or related area


