Support Engineer

Overview
Support Engineer deliver effective customer support to our rapidly growing customer base, delivering solutions to both technical and non-technical end users while also supporting a wide range of technologies.

The Technical Support Engineer is responsible for providing high-quality support for Ulysses Task Assistant software program. This person will also work on other programming and documentation projects as required.

Main Responsibilities

· Taking ownership of  issues resulting from Ulysses Systems support team.

· Resolving escalated customer complaints without the need for engineering team lead intervention. Co-ordinate with Engineering and other teams for more complicated issues.

· Rapidly establishing a good working relationship with customers and other professionals.

· Supporting the roll-out of new applications.

· Communicating clients through a series of actions, either face to face or over the telephone to help set up systems or resolve issues;

· Troubleshooting system and network problems and diagnosing and solving hardware or software faults.

· Documenting troubleshooting and problem resolution steps. Updating self-help documents so customers/employees can try to fix problems themselves.

· Working with field engineers to visit customers/employees if the problem is more serious.

· Ability to explain complex information in simple, clear terms to a non-IT personnel.

· Planning and undertaking scheduled customer upgrades.

· Responding to breakdowns.

Prerequisites:

· Diploma from Technical University in either Electronic Engineering or Mechanical Engineer or Electrical Engineer

· Postgraduate degree will be an advantage

· 0-2 years of work experience

Skills:

· Strong analytical skills.

· Solid experience in problem analysis and resolution of software problems. 

· Proven ability to function in a self-directed environment. 

· Ability to handle clients professionally during all interfaces.

· Strong written and verbal communication skills.

· Fluent in English (Oral and Written)

Experience in the following technologies:

· Basic knowledge of SQL and RDBMS technologies. Experience in Microsoft SQL Server family products.

· Experienced on Microsoft Windows operating systems security and maintenance.

