JOB DESCRIPTION

	Job Title
	Technical Support Executive Level 1

	Department
	Customer services

	Reporting to 
	Line Support manager


	PURPOSE
	To provide technical support for Sage Products in a highly customer orientated manner via Phone, Fax and E-mail.




	ESSENTIAL DUTIES & RESPONSIBILITIES
	· Answer phones calls/email/faxes and letters and provide excellent customer service in a timely and efficient manner

· Provide problem analysis and resolve client issues with the aid of available helpdesk tools (e.g. help files and Knowledge base articles.

· Ensure accurate call comments are entered and appropriate information is provided in escalated calls.

· Ensure call standards are maintained with respect to greeting, problem identification, proposed solution and conclusion.

· Collaborate with team members on knowledge transfer, support policies, procedures and standards




	JOB RELATED REQUIREMENTS
	

	· Experience
	1-2 yrs experience working with Payroll/Accounting software is desirable.  

Strong finance/accounts knowlegde

	· Education / Training / Specialist Knowledge
	3rd Level qualification with business/accounting module desirable.

Good working knowledge of Windows operating systems and Windows Office.

Knowledge of LAN and Novell Networks desirable

	· Skills / Behavioural competencies
	Customer Service, problem solving, integrity and trust.

Written communications skills, Listening skills, perseverance, Time management.

Approachability and Understanding others. 

Team Player and willingness to learn

	· Physical requirements (if applicable)
	Overtime requirements. May be requested to work overtime on occasion.


