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JOB POSTING
Position:  Director of Support Services
The Director of our Service Operations Center (SOC) is responsible for the daily operation of our support team and our delivery of managed services.  This role involves strategic thinking and leadership to successfully achieve a great support experience for each of our customers.  The SOC Director will work closely with other operations and sales teams to identify areas of priority, discuss support solutions, and insure teamwork.   Managing the Service Center team and its related processes requires both vision and excellent organizational skills. This position reports directly to Vice President of Operations.

Key attributes and experience for this position:
· Experience managing a Support Team
· Track record of solving support issues 
· Proven ability to multitask and prioritize work
· Track record of leadership and managing people
· Knowledge of telephony and IT service industry
Responsibilities 
· Manage the Service Operations Center - people and processes
· Oversight of support ticketing flow and assignment of work to the team  

· Ticketing documentation from inception to resolution 

· Oversee escalation plans, interact directly on calls and setup of plans
· Maintain strong relationships with our manufacturers and service providers 

· Develops training plans for the SOC Team
· Oversight of 24x7 on-call services and our monitored alerts

· Oversight of workflow processes using ConnectWise CRM
· Achieve goals towards key analytics including Contractual SLA’s 
· Develop new analytics and reports to analyze team performance
· Strategic planning with the management team for continuous improvement
Training
· ConnectWise CRM certification process
· Manufacturer partnership certifications online training

· Access to various portals
· Annual leadership training, through management team

Experience and Education
· Undergraduate degree or technical degree preferred in computer related field (Relative work experience may be considered in lieu of formal education)

· 7+ years of experience in a Senior IT or Service Manager Delivery role

· Demonstrated success in working in a leadership role
· Experience managing staff, including hire/fire responsibilities
Compensation and Benefits:

· Harbor Networks recognizes that employees enjoy a higher level of job satisfaction and quality of life when they are well cared for by their employer. We currently offer a full array of benefits that add value to your compensation package as well as protect you and your family. Benefits such as medical, dental, paid holidays and paid-time-off provide for personal wellbeing. Life insurance, long term disability, and 401K with a generous company match, contribute to financial security. Harbor Networks believes in the well-balanced approach to help address employees’ needs in all aspects of life.
Contact:

Paul Pacheco
paulp@harbornetworks.com
Phone:
508-652-3039
About Us 

Harbor Networks is a leader in delivering voice, data, wireless and video hardware/software and managed service solutions to the SMB and Enterprise markets. We have strategic partnerships with manufacturers, resellers and solutions providers worldwide and have established a footprint in both national and international areas, with customers in 46 states and 16 countries. Our Service Operations Center (SOC) provides managed services to our customers from a central facility in Framingham, MA.  To learn more please visit us at www.harbornetworks.com
Mission Statement

Our mission is to forge long-term business partnerships with our customers by providing excellent, leading edge, custom-tailored data and voice solutions and services. 
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