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Responsible for the overall customer satisfaction of Dell server hardware product customers.  Provides technical support in a case based environment, possessing customer service skills and the ability to make sound, informed decisions. Ability to think outside the box in resolving complex customer issues

Principle Duties and Responsibilities:

· Actively supports the customer in all aspects through to problem resolution keeping customer informed throughout life of incident.
· Identifies and resolves issues affecting customer's servers, utilizing the tools available and resourcing necessary support staff.
· Clearly and concisely logs and tracks details of solutions provided to resolve customer issue
· Maintaining and updating customer database to ensure customer information is current and accurate.
· Responsible for following defined policies & procedures (e.g. verifies warranty entitlement, etc.). 
· Applies diagnostic techniques to identify problems, investigate causes and recommend solutions to correct failures. 
· Documents problems in the support solution database for diagnostics and solution implementation.
· Performs case management functions as required to keep cases up to date and accurate.
· Attends required technical training sessions and makes effective use of any assigned lab time.
· Ability to work shift(s) on a rotating schedule that includes evenings and/or weekends.
· Advises/educates customers within procedural guidelines to ensure a complete solution to their technical or service questions.
· Identifies, researches and provides input on unique or recurring customer problems.
· Remains knowledgeable of Dell’s product line, current industry products and technologies.
· Focuses on delivering a positive customer experience according to Dell standards.
· Provides timely response to customer escalations with appropriate notification to all required EC staff (TAMs, Management, SMTs)

Knowledge, Skills, and Abilities

· Knowledge of server hardware (including SCSI, RAID and I/O topology); A+ certification desired.
· Working knowledge of storage hardware (including clustering, etc.)
· Working knowledge of networking (including WAN topology, mixed LAN/WAN operating system environments, DNS/WINS/DHCP, firewall solutions and network load balancing)
· Knowledge of current Server Operating systems (Windows, Linux, Esx, Etc.)
· Basic working knowledge of systems management software
· Proven track record in maintaining and enhancing skill(s) level(s) according to future technology trends.
· Excellent customer focus.
· Excellent communication skills


Education / Certification

Relevant industry certifications (A+ certification desired. Special consideration given to CCNA, VMWare certifications, etc...)

Experience

Relevant experience in a similar role desirable. 
 

