CYBEX
Position description
A/V Specialist 
Summary:
Provides in depth technical support regarding Audio Visual issues to internal and external technicians.  Represents Customer Service on all new product teams.  Trains all members of CS on new Audio Visual products and services.  Assists internal CS reps and takes technical calls from customers that are escalated from senior technicians.  Brings field issues to the attention of Engineering and works interdepartmentally to find resolutions.  Requires extensive technical knowledge of all company products and features, especially A/V, as well as a strong capability to verbally troubleshoot and problem solve all types of technical issues with an emphasis on A/V. Assists with training plan development.  Creates and maintains troubleshooting documentation primarily for A/V.  This position may develop into a department where there may be several Product Specialists headed by a manager.

Responsibilities:
· Resolve customer issues primarily regarding A/V that go beyond Tech Support.

· Represents Service on all new product teams.

· Trains trainers, internal and external technicians on new products.  

· Maintains Service documents and creates troubleshooting flowcharts primarily for A/V.

· Attends ECO meetings.

· Work with interdepartmental groups to research and resolve current product service issues.

· Creates Tech News Bulletins and works with Technical Publications to ensure their timely release to the field.

· Conduct internal and external training seminars.

· Travel to customer sites to troubleshoot and resolve the most difficult customer/product issues.

· Perform all other duties as assigned.



Qualifications and skills needed:  
Associate’s degree in Electronics, Software or Computer Science equivalent with 5 - 7 years of direct customer contact in a customer service or technical support function required.  Experience with A/V System Architecture.  The ability to understand and analyze electronic schematics, wiring diagrams, and technical documentation mandatory.  Must be a self-starter, highly motivated individual with excellent interpersonal, oral, and written communication skills.  High degree of attention to detail and good follow through ability is a must.  Must have strong problem resolution and troubleshooting skills.  Experience with ERP computer software is a plus.  

Ability to lift and/or move equipment, when necessary.

Travel: Occasional travel as assigned

Reports to: Manager, Field Service Training 
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