VeriSign, Inc.

JOB DESCRIPTION 

Non-Officer

JOB TITLE: 

Customer Support Representative I (Co-Op/Intern)

1. GENERAL PURPOSE OF JOB

The Customer Support Representative (CSR) will provide Primary level Support to customers of VeriSign’s telecommunications billing suite while providing excellent customer service. The responsibility of a CSR is to work with VeriSign customers using the telecommunications billing product suite on daily questions and issues, and follow them to complete resolution.

2. REPORTING RELATIONSHIP

Reports to the TSR Supervisor / Manger
3. DUTIES AND RESPONSIBILITIES

· Serve as the customer’s primary point of contact and consultant for incident notification and ownership regardless of contact method (call, email, customer-facing online tool.) 
· Provide effective support of customer and relationship through weekly/ bi-weekly / as needed Service Request (SR) status meetings conducted with Customer.
· Act as the internal point of contact for incident notification and ownership for the Customer. 
· Track all interactions within the Oracle Core tracking tool through the entry or updating of a SR.
· Perform all research, analysis and isolation of customer incidents that can be responded to with straight forward, repeatable triage without referral or escalation. 
· Immediately routes SR to the Technical Support Team if transaction is not resolved in the First Call resolution process or easily resolved without referral or escalation. 

· Adhere to Service Level Agreements (SLA) compliance and Operational Level Agreements (OLA). 
· Establish and maintain positive working relationships with internal and external customers

· Provide troubleshooting and communication with the assistance of the Knowledge Base 

· Provide reliable, quick, consistent responses in a 24X7 environment
· Act as the customers’ advocate, providing tailored service to the Customer when appropriate. 
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