Turbine Job Description

Position:

Technical Support Representative

Department:

Customer Support

Reports To:

Technical Support Manager
FLSA:


Non-Exempt

Purpose:

The Technical Support Representative provides e-mail, text chat and/or voice support to resolve technical issues related to the installation and use of Turbine’s game software products.
Essential Job Functions:

· Provide advanced technical support to turbine’s game software customers
· Resolve hardware, operating system or networking issues based on pre-defined criteria, with additional inquiry based upon technical knowledge 
· Handle escalated issues as required
· Conduct research to resolve inquiries or problems that cannot be answered immediately

· Enter issues/customer information into Turbine’s systems as required
· Participate in Customer Support team meetings and activities
· Perform administrative support duties (log issues, enter customer contacts, maintains databases, data entry, files, updates customer records, etc.)

· Provide feedback on product enhancements to Marketing and Product Development
· Create written support materials for use internally, or for self-help by customers
· Direct customer’s to 3rd party hardware and software vendors where necessary

· Complete other duties and responsibilities as assigned
Qualifications:

· Two years of technical support experience in a fast-paced environment
· A two-year degree or equivalent work experience
· Excellent customer-facing skills – ability to calm irate customers, resolve difficult issues and remain cool in high-pressure situations

· Demonstrated written and verbal communication skills, including a clear professional manner with the ability to express empathy and demonstrate flexibility
· Excellent problem-solving and analytical abilities
· Knowledge of PC hardware including graphics cards, audio cards, monitors and networks
· Experience with installation, configuration, and use of ISPs, Windows XP, Internet Explorer, and other Browser software

· Solid understanding of PC applications, including Microsoft Office Suite
· Ability to work in a 24/7 environment
This position is located in Westwood, Massachusetts.

