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Job Description - Product Support Analyst – Cont.

	



Position:

Infrastructure Solutions Division – CIVIL Product Support  Engineer – Greater China Region
Working Location: Beijing
Outline:

This is a middle level technical position in Product Support, and requires a understanding of either Autodesk Civil 3D®, Autodesk Land Desktop® or Autodesk Civil Design / Survey®, and knowledge of the GIS and infrastructure industry. A support engineer’s primary responsibility is to provide direct technical support to internal and external customers and partners. A support engineer uses knowledge-based tools and works with colleagues to resolve technical issues. A support engineer may be assigned special projects including: documentation review, training material creation, Beta participation, product demos, and presenting technical forums. 

Essential duties and responsibilities:

· Provide direct technical support to internal and external customers. 

· Document client interactions in the case tracking system.

· Use knowledge based tools to diagnose, research and resolve technical issues.

· Document problem resolutions in the knowledge based tools.

· Be an active member of a shared responsibility team.

· Focus on specific duties within assigned teams.

· Research, verify, and generate detailed defect reports and wishlist requests.

· Work with development, testing and documentation teams during product development cycle to ensure quality.

· Attend trade shows, perform customer visits or give product demonstrations, as assigned. 

· Work with a Manager to develop a personalized employee development plan that includes training and project assignments that enhance product knowledge and general business skills.

· Investigate, develop and present formal and informal training on Autodesk products and support issues as assigned.

· Develop training plans and mentor new product support team members.

Required Experience:

· Civil Engineering background (experience in Road Design or Geology/Geotechnical Engineering)

· Experience as user of Civil Engineering software product.

· Industry usage of Civil Engineering 3D CAD software.
· Bachelor’s degree or equivalent experience in Civil Engineering, Computer Science, graphics or related field.

· Experience troubleshooting software and hardware problems.

Required Skills:

· Advanced knowledge of Civil Engineering 3D CAD software

· Experience with either using or supporting Civil Engineering software (Autodesk or other).

· Experience in working with AutoCAD, or Architectural / GIS Autodesk products.

· Must have a working knowledge of computer hardware and operating systems.

· Fluency in reading and writing English, oral English skill is a plus
· Excellent verbal and written communication skills; ability to convey complex technical details coherently.

· Strong customer service skills including phone etiquette and conflict resolution.

· Must have above average troubleshooting skills, strong analytical problem solving skills, and the ability to interpret technical questions.

· Must be decisive, conscientious, interact well in a team environment, have a strong desire to learn, and be able to follow policies and procedures.

· Ability to present technical information to groups.

· Use of time management to set priorities of various assignments and complete them within allocated times with little or no supervision.

Desired Experience:

· Experience working directly with customers in a service-related position.

· Experience installing, configuring, maintaining, and troubleshooting network operating systems.

Desired Skills:

· Knowledge Microsoft Operating Systems. 

· Client/Server SQL Database setup and administration is a plus.

Autodesk is an Equal Opportunity Employer.
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