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Position Description

Senior Residential Technology Advisor
Division:

Student Life

Supervisor:
Coordinator for Residential Technology & Summer Conferences
Purpose:
Senior Residential Technology Advisors provide Tier-2 support for technical problems relating to personal computers & technology, residential network, cable television, and telephones in the residence halls.  They also serve as mentors and role models to their fellow Residential Technology Advisors and act as liaisons to Residential Technology Services staff members.
QUALIFICATIONS:
The Senior Residential Technology Advisor should have a strong foundational knowledge of common technical problems and the ability to research and solve problems, excellent verbal and written communication skills, and a clear dedication to improving Residential Technology at Baylor University.  Senior Residential Technology Advisors will mentor new Residential Technology Advisors and must be willing to make themselves available after hours to assist with outages and crisis situations.  Senior Residential Technology Advisors should possess a thorough understanding of the Campus Living & Learning “Customer Service Standards,” “Mission / Values Statement” and maintain a strong awareness of Resnet policies, call handling procedure, and current troubleshooting methods.
A Senior Residential Technology Advisor must have served in the position of Residential Technology Advisor for a minimum of one semester prior to promotion.  Senior Residential Technology Advisors are expected to work approximately 15-20 hours per week.  An expressed interest in working during the summer is strongly preferred.

SPECIFIC DUTIES:

In addition to completing the duties of a regular Residential Technology Advisor, the Senior Residential Technology Advisor will specifically assist with:
Technical Troubleshooting
· Provide assistance to Residential Technology Advisors in the support of personal technology, residential network, cable TV, and telephones.

· Handle more difficult and/or less desirable calls including older computers, operating system reinstalls, and hardware replacements.
· Handle parent questions and/or irate customers, as needed.

· Assist with laptop checkout maintenance, as needed.

Human Resources
· Act as a role model and mentor to all Residential Technology Advisors.

· Act a liaison between the team members and Residential Technology Services professional staff members, including keeping the Coordinator for Residential Technology & Summer Conferences and the Assistant Coordinator for Residential Technology informed of any questions, concerns, or problems.

· Monitor HEAT trouble ticketing system and reassign high priority or difficult tickets to Senior Residential Technology Advisors as needed.

· As needed, assist the Coordinator for Residential Technology & Summer Conferences with bi-weekly late shift verification, scheduling of shifts for Residential Technology Support Center, reviewing applications and conducting interviews, and evaluating performance.
· Assist the Coordinator for Residential Technology & Summer Conferences in the creation of training programs and bi-weekly team meetings.

Other Duties

· Take an active role in projects, focus groups, or other discussions.

· Maintaining the presentation of the Residential Technology Support Center office in Martin Hall.

· Attend regular meetings with Residential Technology Services professional staff.

· Other duties as assigned by Residential Technology Services professional staff.

COMPENSATION:

Hourly wage commensurate with experience and job performance, but will not exceed $8.00 per hour.
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