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Overview
As the support Engineer, you will be the main point of contact for any inquiries from our customers related to the Amadeus


https://www.careercross.com/company/detail-98215
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System. The tasks included but not limited to the following:
Customer Interaction

« Initial Contact: Serve as the first point of contact for airlines seeking technical assistance via phone, email, or other
communication channels.

« Customer Service: Provide excellent customer service by being polite, patient, and helpful in addressing user
concerns.

« Issue Identification and Logging

« Problem Identification: Gather information to understand and identify the nature of the technical issue reported by the
user.

« Issue Logging: Log and document support requests, detailing the problem, its severity, and any troubleshooting steps
taken.

Basic Troubleshooting

« Technical Assistance: Provide initial troubleshooting and technical assistance for common problems and known
issues.

« Resolution or Escalation: Resolve straightforward issues or escalate more complex problems to higher-level support
tiers.

Password Resets and Account Management

« Password Assistance: Assist users with password resets and account unlock procedures.
« Account Management: Handle basic user account management tasks, such as creating, modifying, or deactivating
accounts.

Software and Hardware Support

« Software Issues: Address software-related problems, including installation, configuration, and basic functionality.
« Hardware Issues: Assist with basic hardware troubleshooting and support.

Documentation

« Record Keeping: Maintain accurate records of user interactions, issues, and resolutions.
« Knowledge Base: Contribute to and utilize a knowledge base for documenting common issues and their solutions.

Communication

« User Communication: Keep customers informed about the status of their reported issues and provide updates on
resolutions.
« Team Collaboration: Collaborate with other IT support levels and teams to ensure effective problem resolution.

Training and Guidance

« User Education: Provide basic training to users on common software and hardware usage to prevent recurring issues.
« Guidance: Offer guidance on IT policies, procedures, and best practices.
« Remote Support: Use remote assistance tools to troubleshoot and resolve without being physically present.

Monitoring

« Basic Monitoring: Monitor Airport IT systems for issues and escalate as needed.
« Alerts: Respond to alerts generated by monitoring systems and take appropriate actions.

Working Arrangement

Weekly Rotational Shift System

Shift Time Frame:

1.9:00 - 18:00

2.10:00 - 19:00

3. 12:00 - 21:00

% You will have the same shift time for a week and change to the next shift time for the next week

% 5 days of work/week with 2 days off/ week (not guaranteed to be on the weekend or on 2 consecutive days)
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Shift example

1st week of January : 9:00 - 18:00 shift with days off on Monday and Thursday

2nd week of January : 10:00 - 19:00 shift with days off on Tuesday and Friday

3rd week of January : 12:00 - 21:00 shift with days off on Wednesday and Saturday
4th week of January : 9:00 - 18:00 shift with days off on Thursday and Sunday

*xWHY THIS ROLE IS FOR YOU?

- You will have a 3 months on-the-job training so you can learn with ease into your role

- With diverse local team member and global team in 190 countries, you can practice and improve your language skills
- Technology + Tourism Industry is rapidly growing, so you can also advance in the industry

- Enjoy employee benefit (wellbeing, annual bonus, equity plans, learning environments, and more)
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Experience & Expertise:



W Experience in delivering IT Support in an Airport or similar environment
B An understanding of mechanical componentry

M Customer Service in an IT Environment

H Ability to build excellent customer and internal relationships

H Strong verbal and written communication

W Native Japanese, and proficient English skills

Preferred

M The ability to build, & lead and also to operate as part of high performing teams
W Decision Making/Problem Solving

H Ability to analyze complex information and identify the most relevant details

M Ability to diagnose technical issues and assess appropriate action required
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