The CareerCatchers, Inc. (4873) ® 22201
To: Employment Counselor R b t H If
Date: 05/19/2024 m O e r a Arlington, VA, 22201

is now hiring!

Help Desk Manager

Benefits: Candidates on temporary assignment may qualify for our

competitive benefits package which includes group health, life and Salary range: $30.00 to $40.00 hourly
disability insurance and voluntary benefits such as retirement Employment status: Contract / Temporary
savings and holiday pay.

Description

The Help Desk Manager is responsible for overseeing the day-to-day operations of the help desk team, which provides technical support to
employees or customers. Their primary role is to ensure that the team is providing timely and effective support to end-users, resolving
technical issues in a timely and efficient manner, and maintaining high levels of customer satisfaction.

Key Responsibilities:

Manage Help Desk Operations:

o Establish and manage the help desk team's work schedules and ensure adequate staffing levels to meet support demands.
o Assign and prioritize support tickets to team members.
o Review and analyze support tickets to identify trends and recurring issues to address.

Provide Technical Support:

o Provide technical support and guidance to help desk staff as needed.
o Act as an escalation point for complex technical issues.
» Identify and recommend process and system improvements to increase the efficiency and effectiveness of the help desk operations.

Ensure Customer Satisfaction:

« Develop and maintain strong customer relationships and act as a point of contact for escalated customer issues.
o Monitor and analyze customer satisfaction metrics to identify opportunities for improvement.
o Work with other departments to address customer concerns and issues.

Manage Help Desk Tools and Systems:

o Manage and maintain the help desk tools and systems, including ticket tracking software and knowledge management systems.
o Identify and recommend new tools and systems to improve the help desk operations.

Requirements

Key Skills and Qualifications:

o Bachelor's degree in Computer Science, Information Technology, or related field.
o 5+ years of experience in technical support or related field.

o 2+ years of experience in an I.T. supervisory or management role.

o Strong knowledge of IT service management principles and best practices.

o Excellent communication skills and customer service skills.

o Experience with ticket tracking software and knowledge management systems.

o Strong problem-solving skills and the ability to think creatively.

o Ability to manage multiple priorities and meet deadlines.

o Ability to work independently and as part of a team.

Technology Doesn't Change the World, People Do.®

Robert Half is the world’s first and largest specialized talent solutions firm that connects highly qualified job seekers to opportunities at great
companies. We offer contract, temporary and permanent placement solutions for finance and accounting, technology, marketing and
creative, legal, and administrative and customer support roles.

Robert Half puts you in the best position to succeed by advocating on your behalf and promoting you to employers. We provide access to
top jobs, competitive compensation and benefits, and free online training. Stay on top of every opportunity — even on the go. Download the
Robert Half app and get 1-tap apply, instant notifications for Al-matched jobs, and more.

All applicants applying for U.S. job openings must be legally authorized to work in the United States. Benefits are available to
contract/temporary professionals. Visit https://roberthalf.gobenefits.net/ for more information.



https://www.roberthalf.com/mobile
https://www.roberthalf.com/mobile
https://roberthalf.gobenefits.net/

© 2023 Robert Half. An Equal Opportunity Employer. M/F/Disability/Veterans. By clicking “Apply Now,” you're agreeing to Robert Half's
Terms of Use.

Apply Here For Job Posting

Please contact Ernst & Young at 866-834-5115 with any questions. Thank you for your assistance.

This Job Posting will expire in 10 days.
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