JOB DESCRIPTION TEMPLATE
Support Specialist
Provided by Excelon Associates, excelonassociates.com. Replace the bracketed placeholders with your institution details and adapt any section to fit your posting.
Position Details
Institution: [Institution Name]
Location: [City, State]
Reports To: [Reports To]
Classification: [Full Time, Exempt]
Salary Range: [Salary Range]
About the Role
A Support Specialist serves as the on-site technology presence for an organization's campuses, providing comprehensive support to students, faculty, and staff so that all technology services run smoothly. That includes audio, video, and conference systems, printers and copiers, and standard laptops and software.
Success in the role comes from delivering proactive IT support with a customer-first approach, managing support tickets effectively, and keeping IT systems and services reliable. The ideal candidate brings genuine enthusiasm for technology, a commitment to learning, and the composure to stay calm under pressure. It is a hands-on technology role within the higher education sector.
Key Responsibilities
Support Delivery
1. Provide personalized, high-quality support by phone, email, or in person to meet the diverse needs of students and staff.
1. Monitor and address student satisfaction, coordinating solutions and escalations with positivity and professionalism.
1. Travel to campuses to provide in-person support as needed.
Systems & Service Levels
1. Meet established internal and external service levels.
1. Stay current with the technology relevant to the organization and uphold its policies and procedures.
1. Maintain availability for support shifts as part of an on-call rotation, including some evenings and weekends.
Documentation
1. Document all interactions with students and staff for reporting purposes.
1. Track support tickets through to resolution and capture the information needed for accurate reporting.
Qualifications
Technical Experience
1. Technical support experience including system repair, software installation and troubleshooting, and printer support.
1. Proficiency with technology tools such as Office 365, web browsers, email applications, and Microsoft Windows.
1. Proficiency with a Learning Management System, preferably Canvas by Instructure.
Skills & Attributes
1. Strong communication and presentation skills, with a passion for education and exceptional customer service.
1. Exceptional multitasking ability and the capacity to thrive in a fast-paced, dynamic environment.
1. Strong prioritization skills, the ability to manage competing demands, and a knack for translating user needs into practical solutions.
Compensation and Benefits
[Describe salary range, bonus or incentive structure, health and retirement benefits, paid time off, and any relocation assistance.]
How to Apply
[Provide application instructions, a contact email, or a link to your applicant portal.]
Equal Employment Opportunity
[Institution Name] is an equal opportunity employer. All qualified applicants will receive consideration for employment without regard to race, color, religion, sex, sexual orientation, gender identity, national origin, disability, or protected veteran status.
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