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	Job Description

	Position Title
	Technical Support Rep

	Reports To
	Technical Support Manager

	FLSA Status
	Non-Exempt

	Version Date
	June 2022

	Position Information

	Assignment Category
	Regular, Full Time

	Location
	Boxborough, MA

	Job Description Summary

	Provide Technical Support to existing customers that have purchased equipment from us by working through Helpdesk Tickets-Post Support and manage and respond within 24 hours (1 business day) to all HelpDesk tickets as well as a dedicated Technical Support phone queue.

	

	Key Functions and Requirements
The major tasks and duties of the job include but are not limited to:

	· Understand aspects of hardware as well as software issues.

· Have past experience to understand problems the customer may encounter although there is little-to-no hardware hands-on in this job.
· Reading spec sheets and manuals for products, scanning for topics, understanding the content and explaining applications to customers.

· Helpdesk Tickets - Post Support - Manage and respond within 24 hours (1 business day) to all HelpDesk tickets.
· Technical Support for existing customers via dedicated phone queue.

· Escalating complex troubleshooting issues to our Senior Technical Support Team.
· May perform other duties as assigned

	Qualifications and Experience Profile

	· HS Diploma Required, Associates in electrical technology or equivalent certification Preferred

· Must be 18 years or older

· Should be able to multi-task including answering the phone and looking up information on a computer, as well as work in a team atmosphere.

· Have the disposition to cope with a variety of personalities including irate or irrational customers, as well as being capable of making rational independent decisions.

· Physical requirements include sitting and working on a computer for a long period of time, up to 8 hours.

· Moderate dexterity to include use of keyboard, phone, hand/eye coordination.

· May occasionally be required to work extra hours when it is necessary to complete work assignments.

	Desired Skills


	· Understands basic electrical theory, including but not limited to Ohm's law, voltage, current and power measurement techniques and underlying theory.

· Be a Continuous Learner since new information constantly comes in from the industry, from our equipment manufacturers and from our customers, all of which then needs to be incorporated into the answers given to customers and co-workers.

· Excellent Communication skills:

· Our customers' solar/renewable energy knowledge ranges from absolute novices to seasoned professionals.

· Excellent Organizational Skills

· Needs to be able to use currently existing, improve upon or create new ways to organize incoming requests for technical assistance.

· Remote Troubleshooting/Problem Solving Skills.

· Passion for Solar.

· Exceptional work ethic, ability to perform under pressure and meet deadlines, and demonstrates enthusiasm towards colleagues and clients.

· Understand and help spread renewable energy and our company values in all aspects of work:

· "Be a Positive Influence"

· "Create Open & Honest Communication"

· "Embrace and Drive Improvement"

· "Passion & Hard Work to Create Excellence"

· "Personal Accountability & Responsibility"

· "Customer Driven"

	Supervisory Responsibility

	· None

	Working Conditions/Physical Demands

	· Typical office environment with adequate lighting and ventilation. Subject to a variety of noise and temperature levels.
· Should be able to multi-task including answering the phone and looking up information on a computer, as well as work in a team atmosphere.

· Have the disposition to cope with a variety of personalities including irate or irrational customers, as well as being capable of making rational independent decisions.

· Physical requirements include sitting in one position for a long period of time, up to 8 hours.

· Moderate dexterity to include use of keyboard, phone, hand/eye coordination.

· May occasionally be required to work extra hours when it is necessary to complete work assignments.

· This job operates in a professional office environment. This role routinely uses standard office equipment such as computers, phones, photocopiers, filing cabinets and fax machines.

· While performing the duties of this job, the employee is regularly required to talk or hear.
· The employee frequently is required to stand; walk; use hands to finger, handle or feel; and reach with hands or arms


The above statements are intended to describe the general nature and level of work being performed by people assigned to do this job. The above is not intended to be an exhaustive list of all responsibilities and duties required.
altE is an equal opportunity employer. It is the policy of the Company to prohibit discrimination and harassment of any type and to afford equal employment opportunities to employees and applicants, without regard to race, color, religion, sex, national origin, age, disability, genetic information, gender identity or expression, or veteran status. The Company will conform to the spirit as well as the letter of all applicable laws and regulations. The Company will take action to employ, advance in employment and treat qualified Vietnam era veterans and disabled veterans without discrimination in all employment practices.
Note: External and internal applicants, as well as position incumbents who become disabled as defined under the Americans with Disabilities Act must be able to perform the essential job functions (as listed) either unaided or with the assistance of a reasonable accommodation to be determined by management on a case by case basis.
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