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Note:  The primary accountabilities above are intended to describe the general content of and requirements of this position and 
are not intended to be an exhaustive statement of duties. Incumbents may perform all or some of the primary accountabilities 
listed above. Specific tasks or responsibilities will be documented in the incumbents’ performance objectives as outlined by the 
incumbents’ immediate supervisor or manager. This position is security-sensitive and subject to Texas Education Code §51.215, 
which authorizes the employer to obtain criminal history record information. Must possess a valid driver’s license issued by the 
State where the applicant resides and must be insurable as defined in the UT System BPM 16-05-02, as applicable to the 
performance of essential duties and responsibilities of the position. 
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Core Competencies  

Quality of Work 

Knowledge 
Responsiveness 

Accountability 
Customer Services 

Accuracy 
Commitment 

Productivity 

Analytical Thinking 
Prioritization 

Problem Solving 
Completion of Job Assignments 

Works Independently  
Initiative/Proactive

Reliability 

Adaptability 
Trustworthiness 
Dependability 

Supportive 
Integrity 

Attendance

Teamwork 

Collaboration 
Interpersonal Skills 

Networking 
Communication 

Contribution 
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Equal Opportunity/Affirmative Action Statement 

The University of Texas at El Paso is an Equal Opportunity / Affirmative Action Employer. The University does not discriminate on the 
basis of race, color, national origin, sex, religion, age, disability, genetic information, veteran status, or sexual orientation and gender 

identity in employment or the provision of services. 


	Untitled

	Job Title: Enterprise Customer Support Supervisor
	FLSA Status: Exempt
	Job Code: 17576
	Creation Date: December 15, 2010
	Department: Information Technology
	Revision Date: 
	Purpose: Supervises and coordinates activities of employees who provide problem solving support for all Faculty, Staff, and Students on technology related questions and/or issues.
	Duties and Responsibilities: Executes supervisor responsibilities over the help desk personnel, campus operators, and related staff, including scheduling, personnel issue resolution, and performance evaluations.

Supervise team's daily activities, projects and work load.

Relays information and/or updates to team on all department projects, issues, and changes through meetings and/or e-mail.

Administers call-tracking system for task management and tracking of all IT requests and incidents.

Creates short-term and long-term strategies/goals for growth and maintenance for the customer support employees, and makes budgetary recommendations to upper management.

Coaches and trains Customer support personnel on answering and resolving incoming requests.

Identifies and creates teams’ procedures, standards, and policies

Responds and follows up with customers on support issues or complaints to ensure that problems are resolved.

Responsible for correcting issues in generating reports and print outs requested by departments.

Solves, or assists team in solving, non-routine or complex software, hardware, and procedure problems.


	Duties and Responsibilities Continued:  
Analyzes teams’ tasks and duties to make recommendation for changes in procedures, systems, and training to upper management..
Prepares reports for management when needed.
Meets and works with other department groups to improve user’s technology experience.
Works closely with department contacts on issues to improve customer support.

Continuously works on providing advice on new projects to avoid possible customer support issues during development and deployment.

Stays abreast of industry trends and all applicable technologies.

Manages and assists with departmental special projects and technologies, as needed.

Complies with all State and University policies.

Supervisory Responsibilities: Carries out supervisory responsibilities in accordance with the organization's policies and applicable laws. 
    



	fill_3: The physical demands described here are representative of those that must be met by an employee to successfully perform the essential functions of this job. Reasonable accommodations may be made to enable individuals with disabilities to perform the essential functions.
While performing the duties of this job, the employee is regularly required to sit; use hands to feel; reach with hands and arms and talk or hear. The employee is occasionally required to walk. The employee must occasionally lift and move up to 50 pounds. Specific vision abilities required by this job include close vision, color vision and ability to adjust focus.
	Work Environment: The work environment characteristics described here are representative of those an employee encounters while performing the essential functions of this job. Reasonable accommodations may be made to enable individuals with disabilities to perform the essential functions.
While performing the duties of this job, the employee is frequently exposed to extreme cold and risk of electrical shock. The noise level in the work environment is usually moderate.
	Minimum Education Required: Bachelor’s degree from four-year College or university within area of assigned responsibility; or equivalent combination of education and experience.

	Minimum Experience Required: One year related experience to the statement of duties and                                                                                        responsibilities; or equivalent combination of education                                                                                   and experience. 

	Preferred Education Required: 
	Preferred Experience Required: Help Desk Manager, Help Desk Professional, Public Notary, MOUS, A+, MCSE certifications preferred.
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