

JOB DESCRIPTION




	Job Title: Technical Support/Trainer, Senior
	Job Code:  JN1032 

	Department: Training & Product Support
	Date Created: March, 2004 

	Grade:  J19
	Revision Date: 

	Summary: Analyses and resolves hardware and software issues affecting Aviation Data Management Systems.  Trains employees in the use of ADMS applications.

	Principal Responsibilities:

· Researches, investigates, analyzes, and documents a variety of hardware, software, and database applications issues, and recommends and implements timely solutions to ensure problems will not resurface. 

· Ensures file, system, and system security integrity.

· Establishes and follows all established department processes and procedures.

· Creates and updates support and applications-related documentation. 

· Provides basic through advanced applications and related training to Jeppesen employees.

· Seeks knowledge and development assistance from Aviation Technical Specialist and management personnel. 

· Provides knowledge, feedback, and development assistance to other technical support personnel. 

· Provides service to a variety of work groups including Training & Product Support, ADM, Charting, ESG Operations, and other departments as needed. 
· Uses evaluation tools and internal workflow to track technical support progress. Documents milestones and reports employee progress to management.

· Recommends improvements to departmental business systems and user documentation for usability and compliance with established standards, and modifies as needed.

· Assists in creating project budgets, plans, and schedules. 

· Performs benchmarking and evaluation of workstation and system performance.

· Provides back-up support to the technical writers.

· Perform other duties as assigned.

	Reports to:  Training & Product Support Supervisor

	Supervisor Responsibilities: None

	Education/Experience Requirements:

· Bachelor’s degree in computer science or related discipline, or equivalent combination of education and experience. 

· Minimum of two (2) years experience as a Technical Support/Trainer or the equivalent experience.

· Minimum of four (4) years applications support experience. 

· Experience with NavData and charting applications. 

· Pilot certification with instrument rating is desired.

	Competencies: (15) Customer Focus, (62) Time Management, (24) Functional/Technical Skill, (33) Listening, (49) Presentation Skills, (39) Organizing, (42) Peer Relations, (1) Action Oriented, (29) Integrity Trust, (17) Decision Quality, (9) Command Skills

	Travel: Less than 15%

	Environment: Office and/or Production

	Physical Requirements: Standing/Sitting, Seeing/Hearing, Repetitive Motion: No, Lifting: 30 lbs


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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