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Job Description

Job Title:
Technical Support Specialist II
Job Code:
JE1904
Job Grade:
B2
SJC Code:
GALX2

Reports to:  
Management
EEO-1/Job Family:
Professional
Supervises:
None
Created/Revised:
June 13, 2005 
Ed/Exp:
BA/5
Travel:
< 15%
Lic/Cert:
Required & Desired
Environment:
General Office


Objective: To provide full-performance-level technical proficiency for the immediate and reoccurring delivery of technical support for aviation and/or marine products and services.  To maintain and communicate state-of-the-art subject matter expertise on existing and planned technologies, including related products and services.  To provide a common internal and external point-of-contact for the consistent communication of approved problem-solving techniques, strategies and solutions to enable the continued sale and optimum operation of products and services.
Essential Functions: 
1. Provides full-performance level technical consultation to resolve immediate and reoccurring requests for technical support of aviation and/or marine products and services.
2. Maintains a state-of-the-art subject matter expertise on existing and planned technologies, including related products and services.
3. Provides a common internal and external point-of-contact for the consistent communication of approved problem-solving techniques, strategies and solutions to enable the continued sale and optimum operation of assigned products and services.
4. Acts as a technical consultant to Jeppesen staff and management and to existing and potential clients for the targeted sale of assigned products and services, as directed.  

5. Maintains technical support delivery systems that economize process and expedite product sales and service, as directed.

6. Researches, validates, and resolves customer compatibility and installation issues in conjunction with sales, JTS, and various business units, as directed. 
7. Provides a wide range of technical consultation ranging from a singular-product solution to a complex multi-tier customer hardware and software requirement.
8. Takes an active role as a member of various technical support teams, as directed.
9. Feeds customer knowledge, detailed product specifications, and requirements for new features or technologies to product development staff and management, as directed.
10. Provides technical direction, guidance, and training to staff, and assigned customers, as directed.
11. Develops and maintain effective working relationships with key customers and industry contacts to implement product improvements and drive sales.
12. Performs other related duties, including special projects, as requested or required.

Education/Experience: Bachelor’s degree in computer science, with an emphasis in systems diagnosis and the communication of technical information to diverse and complex audiences, or the equivalent combination of related training, proficiency and experience.  A Master’s degree is preferred.  Five (5) or more years of related experience, or the equivalent and validated proficiencies.
Skills, Knowledge & Abilities: Demonstrated proficiency resolving complex and extremely diverse requests for technical support of aviation and/or marine products and services. Demonstrated proficiency multi-tasking and providing technical consultation in a fast-paced, diverse, and worldwide marketplace.  Demonstrated thorough domain knowledge of designated aviation and/or marine markets, customers, products, and services.  Demonstrated thorough knowledge of Jeppesen’s aviation and/or marine products and services, including a thorough knowledge of pertinent regulations, customer requirements, competitors, and evolving technologies.  Demonstrated knowledge of liability, risk, intellectual property, contracting and other legal factors related to the service or sale of aviation and/or marine products and services.  Demonstrated proficiency leading, guiding, scheduling, and providing diverse and complex technical support of aviation and/or marine products and services.  
Demonstrated proficiency with Oracle, J2EE, .Net, C/C+, SQL, Unix, Windows, distributed applications, web development, SOA, XML, Microsoft Office, or equivalent technologies, computer software languages, and tools.  Demonstrated experience conducting original research and analysis, and the consistent achievement of projected results based on analysis performed.  Demonstrated proficiency establishing and maintaining successful customer service relationships that frequently lead to the sale of products and services.  Demonstrated proficiency communicating technical data and its robust application in computer hardware, software and peripherals.  Demonstrated effective and diplomatic oral and written communication and customer service skills, including making scheduled/unscheduled presentations before diverse domestic and international business development teams, executive management, and external clients.  Demonstrated experience using diplomacy to negotiate, to resolve service conflicts, and to persuade others to embrace strategies proposed.  
Licensure/Certification: One or more of the following licenses or certifications as authorized by the U.S. federal government, states, and regional and local regulatory authorities that govern airspace, airports, and navigable lakes, rivers and tributaries for both non-seagoing and seagoing vessels including Mobile Offshore Drilling Units (MODU): Aviation - A commercial or private pilot’s license, with instrument rating; air traffic controller; and dispatcher, or equivalent licensure/certification is required. Marine - Master’s license, Charter Brokers Certificate, Maritime 1st through 6th Class Pilots License, Merchant Mariner’s license, International Convention on Standards of Training, Certification and Watchkeeping of Seafarers (STCW) Certificate, Deck Officer License, Engineering Officer License, Radio and Staff Officer License, Barge Supervisor, and Vessel Traffic Service License, or equivalent, is required.  A current awareness of the culture and ethnicity particular to various continents and countries, including oral and written fluency in one or more native languages, is desired.  

Performance Requirements: Employee must comply with Jeppesen’s policies and procedures, including but not limited to: attendance, harassment, EEO/AA, confidentiality, security, safety, conflict of interest, ethics, copyright and patent, completion of core management development requirements as directed, and use of company equipment/products/services, etc.
Physical Requirements: Character and scope of essential functions require constant sitting, seeing, hearing, repetitive motion, and occasional lifting of general  office materials [reams of paper, telephone books, manuals, binders, etc., typically weighing ten (10) pounds or less.  Essential functions are routinely performed in a general office environment and on-site at various client locations.  Essential functions require frequent domestic and international travel. Employee must comply with safety and security requirements, and wear Personal Protective Equipment (PPE) as requested or required.
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