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	1. General Scope/Purpose of Position:

You will be responsible for the analysis, troubleshooting, and resolution of system problems on computer servers and data storage systems. You will also work with engineering in redesigning systems by replacing end-of-life components. You will apply methods, theories, and research techniques in the investigation and solution of hardware problems. Your role crosses functionally with the Engineering Team to ensure all customer issues are resolved to their satisfaction. You will serve as technical expert and first customer contact for technical customer issues and inquiries for post sale product issues.  


	2. Specific Functions, Duties, Responsibilities:

· Performs diagnostics and troubleshooting of customer technical issues in-person, over the phone or by email
· Works with engineering department in redesigning and resolving issues with end-of-life servers and materials
· Documents and logs the customer inquiries, issues, and resolutions
· Provides technical support to engineering, sales and RMA; help resolve complex customer issues; assist sales with the completion of a customer proposal
· Occasionally, supports engineering team during periods of increased workload
· Provides on-site technical support, as needed.


This job specification should not be construed to imply that these requirements are the exclusive standards of the position. Incumbents will follow any other instructions, and perform any other related duties, as may be required by their supervisor.
3. Required/Desired Skills/Knowledge:



	
To perform this job successfully, an individual must be able to perform each essential duty satisfactorily. The requirements listed below are representative of the knowledge, skill, and/or ability required. Reasonable accommodations may be made to enable individuals with disabilities to perform the essential functions.
· Bachelors Degree in Electrical Engineering or equivalent

· 5+ years of experience in configuring, integrating, repairing and testing computers/servers

· Knowledge of computer/server technology and component interaction 

· Strong troubleshooting skills with the ability to identify root causes

· Experience in working with robust high-performance computing platforms such as AMD and Intel is a plus

· Previous customer support experience is a plus

· Previous supervisory experience is a plus

· US Citizenship required; no Security Clearance needed


	4. Environment of Workspace:   

The physical demands described here are representative of those that must be met by an employee to successfully perform the essential functions of this job. Reasonable accommodations may be made to enable individuals with disabilities to perform the essential functions. 

While performing the duties of this job, the employee is frequently required to sit, stand, walk, use hands to type, lift, and carry. The employee may occasionally lift and carry computer components and servers weighing up to 50 pounds. Specific vision abilities required by this job include close vision and distance vision. The work environment is a climate controlled office environment, which includes a warehouse with concrete flooring.


	5. Performance Standards and Measurements:

General:

1. Promotes excellence by demonstrating and understanding Germane business, goals and objectives and the various resources available to all Germane employees.  

2. Understands and relates the goals of the department

3. Understanding and adheres to the Code of Ethics and Business Conduct.

4. Understands and adheres to Germane Values.

Dependability:

· Begins work day at agreed start time and works an eight hour day

· Manages and correctly uses time off per personnel guidelines.  Schedules paid time off (PTO) and overtime with advance notice with supervisor approval.  Except for illness or matters of urgency, all PTO is scheduled.

· Calls in promptly to supervisor by scheduled start time to advise of absence

· Consistently punctual; meets time commitments and deadlines with minimal need for supervisory follow-up

· Reliable

· Follows through to ensure completeness of work and seeks assistance when needed
Teamwork:

· Promotes teamwork and cooperative effort

· Maintains a cooperative and supportive environment, highly responsive to peers and others within the Germane organization

· Communicates effectively in the work group

· Shows courtesy and respect to others

· Shares appropriate information and job knowledge outside the work group in a timely manner

· Participates in group activities and meeting

· Offers information and positive assistance to others

· Helps train and give guidance to other Germane employees

· Willingly provides back-up support, as required

· Demonstrates professional behavior

· Supports company/departmental goals and decisions
Judgment:

· Makes well-reasoned decisions that favorably affect work performance and productivity; is able to support reasons for making decisions

· Keeps supervisor informed of any work-related issues concerning department and individual responsibilities

· Demonstrates an understanding of Germane’s Confidentiality Policy.

· Uses tact and discretion in all communication

· Accepts constructive coaching and feedback, admit mistakes and responds positively to improve performance

· Knows when to assume responsibility or direct someone to another employee to better meet the needs of the situation

· Uses proper escalation methods.  Knows limits of authority.
Flexibility:

· Accepts and ensures successful completion of special requests, when asked, if current work load permits

· Implements change, when asked, by playing an active role in developing and implementing procedures, hardware/software resources and other changes affecting the job

· Responds positively to changes in priorities, assignments

· Overcomes obstacles in daily responsibilities to accomplish assignments
Planning and Organization/Productivity:

· Organizes and prioritizes workload for maximum efficiency in meeting deadlines, goals and targets

· Uses time and resources effectively

· Maintains a logical filing system to ensure effective backup support

· Anticipates and plans for solutions instead of reacting to problems
Initiative:

· Initiates self-development by looking for opportunities to grow within current job assignment.  Improves present skills and seeks out additional or different responsibilities.  Extends efforts beyond normal job requirements.

· Looks to improve processes within job scope

· Demonstrates ability to recognize and define problems, participates in solutions
Work Environment and Safety:

· Knows and follows all safety rules, know resources and what to do in emergency situations

· Recognizes safety hazards and makes improvement suggestions

· Maintains a clean, safe, and unobstructed work area

· Responsive to individual environment and health concerns
Technical Competence/Job Knowledge

· Demonstrates a complete understanding of technical skills and equipment to perform job

· Requires little direction/supervision in specific job functions

· Consistently meets expected workload, as determined by supervisor

· Demonstrates a basic understanding of other internal departments as they relate to the employee’s job
Quality:

· Finished product produce in accordance with customer and/or supervisor specifications.

· Documentation is understandable and legible.  Assignments are completed so that rework is only occasionally necessary.  Makes effort to minimize errors.
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