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JOB DESCRIPTION
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	Job Title:  Technical Support Engineer
	Prepared On:  March, 2003

	Department:  PC Applications Development
	FLSA Status:  Exempt

	Grade:  B2
	Job Code:  JE1156

	Summary:   

The Technical Support Engineer will assist the Site Engineer in the monitoring, operations, and control of various network, client-server, printing, storage and peripheral equipment located in the Wilsonville facility.  Likewise, this position is responsible for providing third (3rd)-level technical support to both internal and external customers.   

	Principal Responsibilities: 
· Provide third (3rd) level technical support via the phone and email by performing basic to highly complex troubleshooting and diagnostic assistance to resolve customer issues and/or provide resolution for work-around solutions.

· Facilitate resolutions for customer problems in all areas of assigned products by collecting the necessary documentation or recreating problems in house. Identify, investigate and troubleshoot customer-impacting issues to assist in proactively minimizing downtime.

· Maintain relations between the customer and the organization on all technical support matters by analyzing the customer needs and or problems, gathering all the technical information, and interfacing with the Development Engineer to find the best solution.

· Work with software development for assistance with code level review and more complex trouble shooting and diagnostics, move customer and supporting documentation to appropriate escalation to assist in root cause analysis and resolution of customer issues.

· Serve as back up for NavData Specialist.

· Support Software Test Engineer in bug verification, and assist in release testing on assigned products and assist Engineering in the preservation of source code change integrity.

· Assist the Software Test Engineer by entering, tracking, and updating new software problems in Elementool defect tracking, or equivalent tracking program.

· Assist Software Test Engineer by deploying and preparing unit testing data, and test technical solutions.

· Maintain a "closedloop" communication style assuring all appropriate individuals are notified of problem resolution status. Responsible for sharing all acquired knowledge concerning problem resolution with Level 1 technical support, and as appropriate, customers.

· Update Vantive, or equivalent customer management system, with current information on cases and provide information regarding problem resolutions.

· Evaluate and modify existing technology to take into account changes in system requirements or equipment configurations.

· Determine if problems reported by customers are due to hardware or software, and implement corrective action.  

· Ability to analyze computer and software related problems and escalate as appropriate.  

· Assist the Site Engineer in maintaining and improving the overall performance of our network and client-server email (Exchange and Lotus Notes) systems. 

· Assist the Site Engineer by monitoring network usage and outages. Follow standard policies and procedures for network maintenance.

· Schedule jobs, as requested, based on production requirements.

· Perform routine maintenance on equipment.
· Manage printer environment and report distribution. 

· Maintain hardware inventory records.

· Creates and maintains documentation for all operations procedures.
· Provide excellent customer support to all employees within and establish good working relationships with peers. 
· Assist in training associate operations analysts. 

· Perform other duties as assigned.

	Quality Expectations: All work is focused on supporting the company’s Quality Policy and achieving the company’s quality objectives regarding Customers, People, and Performance. This includes:

· Delivering a service that meets the needs of the customers.
· Involving others and sharing information in a team environment.

· An individual’s work and behaviors reflecting initiative, reliability, consistency, accuracy, thoroughness and pride in workmanship.

	Reporting Structure:  
To:  BA/GA Development Director
Supervise:  N/A

Relationships: Project Teams, Support teams, Co-workers, Customers

	Required Knowledge/Skills/Abilities:
· Working knowledge of Windows-based computer software applications and operating systems (Windows 95/98/NT/2K/XP), Internet browsers, online services, email and newsgroups. 

· Excellent knowledge and understanding of network protocols. 

· Ability to analyze computer related problems and suggest corrective action plan.

· Proficient at installing hardware and software. 

· Ability to establish and maintain effective working relationships.

· Ability to be organized, detail-oriented, dependable and flexible.

· Ability to manage multiple priorities and work under pressure and meet deadlines.

· Ability to communicate effectively both orally and in writing at all levels of the organization.

	Education/Experience Requirements:
· Associates degree in software engineering related discipline or equivalent combination of education and work related experience.

· Minimum five (5) years experience in a technical support role or equivalent combination of training and experience.

· Aviation industry experience or similar is required.

	Physical Dimensions:

Physical Requirements:  Able to lift up to 50 lbs. 

Travel Requirements: As Required
Environment:  Standard office, moderate noise.


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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