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Japan IT Help Desk Administrator
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About Franklin Covey

Franklin Covey is a global leader in organizational performance improvement helping organizations achieve results that
require lasting changes in human behavior. FranklinCovey Japan provides leadership productivity and organizational


https://www.careercross.com/company/detail-184450
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effectiveness solutions to clients across Japan bringing global best practices to the local market. With a team of under 50
employees in Japan we offer a close knit collaborative environment where each person has a direct impact on our business
and our clients.

Role Summary

FranklinCovey calls itself the workplace of choice for achievers with heart and we're looking for one to join us. We need a
personable tech savvy Help Desk Agent for our Japan Office who will act as the first point of contact for employees
experiencing technical issues. The role involves troubleshooting problems answering questions and helping people move
past frustration quickly.

Because our team works with both Japanese and English speaking colleagues fluency in both languages is required to keep
communication clear and accurate. This is an on site position based full time in the Japan Office providing hands on in
person support in addition to handling requests through remote channels. We're looking for someone who consistently
follows through on commitments and cares about the people they support not just the tickets they close.

Key Responsibilities

e Serve as the first point of contact for help desk requests via phone email chat or ticketing system in both Japanese and
English

e Provide in person walk up support to employees at the Japan Office in addition to remote support

e Diagnose and resolve hardware software network and account related issues escalating complex cases to the appropriate
technical teams when needed

e Log and update support tickets accurately following through until issues are resolved

e Explain technical issues in plain language for non technical users

e Support onboarding of new employees including account setup device configuration and software access

e Maintain internal documentation FAQs and troubleshooting guides in both languages

e Track recurring issues and report patterns to management or IT teams

e Coordinate with IT HR and Operations to keep communication clear between the Japan office and global teams

ISVHUY - AT4—ICDLT

ISy - AT« —1F, HEONT -V RAELICEFTIHRHRY —F—TH ). NBOITHICHGENRELES
B3I TET, HEBNIHRELITBCEERELTIET,

ISy AT — - Iv NV BEREOIVSATY R, U=5 -y v EENE AEOMREICEATIY
Va—-yaveaERHL, 7O0-/ULBRIA TSI 74 RAEAXHBICERLS LTULEY, AREHER0BO/NERAEE
TN, SHENLHOFEDISA 7Y FMCEENLAHEE5A 5N, ERANGD., BENARBEERMLTNE
ED

BHHE

IS0y - AJ4 -3, BREFOCHNEADALICEST "RERIITNDEE, THHEBALTE D, TABA
MEBEULTIXTY,

BAF 74 TR, BRENZEEERAZRESICE>TORYNOBALRS. AFRNRL. ITCHEBLEANILTTZY
EYHEERDTLIXT,

COBBTIE. MEORSTINYa-FT1V7 HEHNLDOERAOEE, EUTHEMIA D RNBEREICHET DY
R—FETVEY,

HHOF - LRHREEREEFZIRBEBELTL S0, BEANDIEELIS 15— 3 vERZHIC. BR/NA
UVAINTHZZENRDLONET,

CORIYYavE BEATAATOIIVIALBBERD, V5432225 —-yayy—)l&ERAL, HEDOUY
IXFICXHEL, RBTOERNGYR- FERBUTVEREEXY,

FAICBIE, MREEECREL. BICFIy FELEITZRITITEL, UR- FUREBDIALEKXINICT 2AMERDT
VXY,

FLBBRE

e HEA T4 AICHIFZEOELT, BHE. A—Jb. Fry b, FERF Iy P RATFLEBUTHFELENZAINTTRY
OFELEDLEICT L. BAES LURETHRY 2.

o EEHMHBOHEANIRIUE-FTHRL, A7 ATEHHEICIIHNETOUR- FERIET 3,

oN\—RYUTT VYIrUzT. RYLT—J, BLUVTHIY FEEQREEDZE - AL, WEICR U TERLRGE
BUARKF-LACIAAL-23VT 3,

o YIR— +F v FEIERICEHR - BN L. MESBRIZETIAO-T v TETD,

o HMICHL<BNI-T—-ICH LT, BFNEEEERFIERCEIHEER\THAT 3,

e 7HAIY FRE. TNAZADEE. VI FITTADOTI7RABE, HANRBOFYR-FT 4V TEYR-+I 3,
oA RFIAY I FAQ. STV a-F4 VT HA FEAREHOSETER - EHY 3.

o Z1)IRURLET RN AMEEEN L. ZOHEEAZEZEF —L®ITF-LAICHRET 5,

oIT. AE, ARL—2aVEBMEEREL. BXA 70 2E70-)ULF-LABOIZT 25— 3 v EMBICRD,

AFI - B

Required Qualifications

e Fluent in both Japanese and English spoken and written

e Able to work on site full time at the Japan Office

o Minimum 5 yr experience in a help desk IT support or customer service role
e Strong written and oral communication skills



e Working knowledge of Windows and/or macOS basic networking concepts and standard business software
e Experience using ticketing systems and remote support tools

e Strong problem solving skills and attention to detail

e A patient approachable service oriented personality

e Ability to manage multiple requests at once in a busy environment

Preferred Skills

e Experience supporting both local (Japan based) and international or remote teams
e Familiarity with Active Directory and Microsoft 365 administration

@ Basic scripting or automation knowledge for repetitive troubleshooting tasks

e Experience writing or maintaining technical documentation

o IT certifications such as CompTIA A+ or ITIL Foundation ( not required )
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