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The Service Desk Specialist is responsible of calls handling, following and driving the progresses from the case opening to
its closure

Answer incoming calls or external customers emails reporting a support request

Assist the customers with the first incident qualification process

Logging Calls in the system with the all needed information, details, categorizations and priorities

Responsible for escalating cases appropriately to the Technical team, L2 and L3

Communication with users — keeping them informed of incident progress, notifying them of impending changes or
delays

Contact customers to confirm scheduled appointments and verify feedback when outages are reported fixed.
Coordinate spares parts dispatch with local partner / Customer / Evernex logistic center

Ensure constant up to date reporting about status of all calls through the relevant tools internally and to Customer
Manage local buffer stock refill process with Evernex logistic team

Assist customer service with escalated request in a timely manner.

Record and remove from Evernex specific tool parts used by technicians / local partner

Conducting customer/user satisfaction call-backs/surveys as agreed

Updating the CMS under the direction and approval of Serive Desk Manager and reporting any incorrect Records to
the appropriate Teams for Correction
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Job requirements:

Fluent in Japanese and English

Experience in an IT service desk environment is highly preferable

First Level Support Experience

Familiarity with Knowledge Centered Service knowledge management would be highly preferable

Qualifications:

Degree in Computer Science, Management Information Systems or related fields or equivalent experience.
*Fresh graduates who majored in the above mentioned fields are welcome to apply!
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Desired skills:

« Analytical skills to understand ticket trend

« Proactive approach to dealing with issues

« Flexible and adaptable in looks to learning and understanding new technologies

« Excellent communication skills-written and verbal (technical & non-technical team members, users, and business
representatives of all levels

« Commitment to see completion activities.

« Positivity: Enthusiastic, with a positive 'can-do' attitude

LA

Evernex
IT life services

About Evernex
Ready for a fresh approach to maintaining and upgrading your installed base of servers, storage and networking
equipment?

Evernex is a global, independent IT Life Services company with over 35 years of multi-vendor hardware experience. We
offer end-to-end data center maintenance service that allows you to extend the life of your IT assets. With our innovative
approach to service, we’ll help you change the way you manage your IT infrastructure. Evernex allows you to maintain your
IT systems beyond standard OEM end-of-service dates — saving you both time and money.

Global Footprint

Evernex has unmatched experience in spare parts logistics. We offer IT infrastructure maintenance coverage like you've
never seen before — moving spare parts worldwide in record time. Every day, we ship one metric ton of spare parts across
the globe to keep your data centers operating at the highest level. With 29 subsidiaries and our network of global partners
and engineers, we help you handle all of your IT infrastructure maintenance needs. Today we support over 200k+ IT
infrastructure systems in 160+ countries. And we have some 330 forward stocking locations worldwide. No location is
too remote — so where’s your next challenge? Let us know and we’ll be there to help you every step of the way.
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