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You will be responsible for L1 support.

You will provide infrastructure services for applications and systems in Japan, and will be available in both Japanese and
English.

Key responsibilities will include:

Accepting and responding to inquiries and requests via ITSM tools, email, chat, and telephone.

Recording, categorizing, and prioritizing incidents and system alerts, and leading appropriate responses.

Implementing changes to the production environment as needed, following the company's change management procedures.

When possible, attempting initial responses to resolve incidents on-site.

Responsible for tracking tickets to resolution, and implementing initial responses according to standard procedures.
Escalating difficult resolutions to the next level (L2).

In addition to L1 support, you may also be responsible for service management, incident management, and creating KPlIs.

« You will be in charge of L1 support work.
« We will provide infrastructure services related to applications and systems in Japan in both Japanese and English.
« The main duties are as follows:
o Receive and respond to inquiries and requests via ITSM tools, email, chat, telephone, etc.
o Record, classify, and prioritize incidents and system alerts, and lead to appropriate responses.
o Implement changes to the production environment as required, following the company's change management
procedures.

o Initial response attempts to resolve incidents on the spot, if possible.
o Responsibly track tickets until resolution and perform initial response according to standard procedures.
o If resolution is difficult, escalate to the next level (L2).
o In addition to L1 support, you may be responsible for service management, incident management, and creating
KPls
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Eligibility requirements:

Experience in monitoring and operating L1 infrastructure

Operations based on SOPs (incident management and change management)
Service management using ITSM tools

Bilingualism preferred - required (Japanese - N2 level, English - fluent)

Ability to participate in global projects with global members Experience
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managing L1/L1.5 operations using any of the following technologies
Platforms (Windows/RedhatLinux)

Databases

Networks

Middleware

Events/Incidents IT

Service Management (Events/Incidents)

Preferred:

Technical experience in multiple technologies

Platforms (Windows/RedhatLinux)

Databases

Networks

Middleware

Events/Incidents IT

Service Management (Change Management/Problem Management/MIM)
Languages: Business level Japanese and business level English.

Qualifications:

Experience in monitoring and operating L1 infrastructure

SOP-based operations (incident management and change management)
Service management using ITSM tools

Bilingualism preferred - required (Japanese - N2, English - fluent)
Ready to work on global projects with global members

Experience managing L1/L1.5 operations with any of these technologies
Platform (Windows/RedhatLinux)

Database

Network

Middleware

Event/Incident|T

Service Management (Event/Incident)

Preferred:

Technical experience across multiple technologies

Platform (Windows/RedhatLinux)

Database

Network

Middleware

Event/Incident|T

Service Management (Change Management/Problem Management/MIM)
Languages : Business japanese level and business level english.
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