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Job Title: Support Representative
Reports To: Supervisor, Support 
Level: N1 – Team Associate I (S2)
Location: Chandigarh
POSITION SUMMARY: 
At Winshuttle our Support Representatives are key contributors to the global Customer Services organization. They play a pivotal role in solving a wide range issues within our customer base. Individuals in this role are passionate about working with customers and display that passion by making every interaction an exceptional experience. We look for individuals with a great personality and an ability to solve customer problems in a fast and efficient manner. 

The ideal candidate is one with drive and ambition; who’s looking for a career, not just a job. We place high emphasis on punctuality, performance and positivity within the organization. 

ESSENTIAL DUTIES AND RESPONSIBILITIES: 
· Resolve basic support and licensing requests in non-production environments

· Escalate and/or request assistance to manage more advanced problems
· Answers support line calls
· Accept and troubleshoot customer support cases submitted to a global queue

· Assists with internal and external license issues

· Leverage the Knowledge Centered Support (KCS) methodology for solving and documenting case resolutions

· Author KCS articles as a byproduct of solving issues

· Learn and develop Winshuttle product knowledge 
· Assist with Sales Ops/License fulfillment duties as needed
· Continual learning of product functionality and new features

· Good communication skills are essential to meeting the above role responsibilities
· Ability to learn support tools and manage work volume as communicated by manager
· Customer service oriented 
· Ability to perform assignments that include general expectations, deadlines and prioritizing 
· Ability to work 3rd shift: M-F from 9pm to 6am
· Flexible schedule and extended hours may be required
· Strong English language written and verbal communication skills
EXPERIENCE:
· Related experience and/or recent college graduate with Degree in Computer Science, IT or SAP
· Experience with Microsoft Excel, Word, Outlook, and PowerPoint required

· Ability to understand the impact of technology on business challenges, processes, and efficiency 
· Ability to translate technical information into easy to understand language for customers
· Demonstrated aptitude for reading and writing coding languages: VBA Macros, HTML, CSS, C#, JavaScript or PowerShell is preferred
· Basic experience with SAP or another ERP system is preferred 

· Preferred experience in one or more of the following: A CRM system (Preferred SalesForce.com), Ticket tracking system, Licensing software or any other Business applications

· Preference SalesForce.com, Zendesk and JIRA experience or exposure
KNOWLEDGE:

· Demonstrated ability to work independently and with a team to manage multiple tasks concurrently

· Proven ability to effectively communicate with customers via phone, web meeting and email 
· Basic to intermediate troubleshooting skills

· Ability to read and interpret technical information
DESIRED BEHAVIORS

· Receptive to change – is flexible, seeks and adopts improved approaches and processes.

· Initiates action – is results oriented, takes responsibility for actions and outcomes. Meets commitments and strives for high performance.

· Manages the workload - makes timely decisions, prioritizes effectively, solves problems, monitors results and takes remedial action where necessary.

· Technically proficient – knows role and has a solid familiarity with tasks and responsibilities. 

· Takes responsibility for own learning - knows personal strengths and recognizes development needs. Is open to feedback and always seek to learn. 

· Communicates ideas – strong facilitation and written communication, proposes a way forward. Listens to views of colleagues and takes in diverse perspectives. 

· Works collaboratively – shares information, fosters teamwork and contributes to positive work environment where people want to come to work.  

· Display ethical character and competence - acts with integrity and intent, is accountable for own actions, behaves according to the PACT values. Act as a good citizen of Winshuttle.
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