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Are you ready to step beyond standard helpdesk support and grow your career toward infrastructure and systems
engineering? This (Haken) Technical Support Engineer role is a great opportunity to work within a world-renowned global
technology company where Corporate IT supports thousands of employees worldwide. You will bridge the gap between
Helpdesk and Infrastructure/Device Engineering teams, taking ownership of technical projects, device testing, advanced
ticket analysis, and documentation that improves overall IT service delivery.

Key Responsibilities

« Conduct structured device and OS testing for Windows, Mac, and mobile devices (Smartphones/iPads) to ensure
quality and stability

« Coordinate tasks between Helpdesk and Infra/Device Engineering teams to support smooth project execution and
progress tracking

« Create and maintain technical manuals, FAQs, and Knowledge Base (KB) articles to strengthen internal IT support
capabilities

« Handle complex tickets escalated from first-line support, performing deeper troubleshooting and root-cause analysis

« Generate and analyze technical data to enhance IT service delivery, device performance, and operational efficiency

« Maintain accurate documentation and records aligned with corporate IT standards and device governance
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Required Skills and QualificationsExperience:
« Strong knowledge of Windows and Mac hardware environments, including BIOS and OS-level troubleshooting
« Solid understanding of mobile device ecosystems and management basics across iOS and Android
« Ability to produce clear and structured technical documentation, manuals, and internal guides
« Strong Microsoft Office skills, especially Excel, for data creation, reporting, and analysis
« Foundational knowledge of IT networking concepts and device connectivity troubleshooting

Soft Skills:
« Strong ability to collaborate across international teams and a multicultural corporate environment
« Excellent organisational skills to manage tasks across multiple engineering tiers and stakeholders
« Analytical mindset with the ability to identify trends in ticket patterns and technical data
« Clear communication skills and the confidence to report issues and progress effectively

Language Requirements:
« Japanese: Conversational
« English: Intermediate to Business level

Preferred Skills & Qualifications
« Endpoint management experience with MECM (SCCM), JAMF, or Microsoft Intune
« Basic SQL knowledge for data extraction, reporting, or operational analysis
« Experience using enterprise ticketing tools such as CRM or IT Service Management (ITSM) systems
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