Help Desk Job Description & Requirements:

Responsibilities: Responsible for providing superior customer service in a call center/help desk environment. The help desk agent will answer general and technical questions from end-users regarding navigation of government websites. The agent will be responsible for accurately documenting all correspondence with end-users. The successful candidate will be friendly, have a passion for customer service excellence and enjoy helping people. A tactful manner and ability to effectively deal with difficult situations is a must.  
Required Skills & Training:

· Effective listening skills & outstanding verbal communication skills

· Analytical and resourceful problem-solving skills

· Ability to research the facts & analyze the situation before making a decision 

· Confidence in making & committing to a decision

· Proper telephone etiquette 

· Aptitude for learning & recalling details
· Ability to prioritize & manage multiple tasks in order to complete in a timely manner
· High level of accuracy & attention to detail
· Computer literacy/technical aptitude
· Ability to work independently and in a team setting
· Flexibility to work different shifts with the possibility of overtime, when needed

To adequately perform the duties of the job, individuals must possess a minimum of 6 months customer service experience. 

Additional skills, training and experience is desired (but not required) in any of the following areas:
· A college degree is preferred, but not required.
· Government Contracting

· Quality Assurance

· Workforce Management

· Training & Development

· Project Management

· Technical Writing/Editing

· Knowledge Management

· Contact Center Operations Management

· Supervising Teams

