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Technical Support Representative — Tier Il

Company Overview

At Archtop Fiber, our mission is to be the fiber that connects the community. We believe in the
power of local connectivity and dedication to bridging the digital divide in rural and suburban
cities across the Hudson Valley and beyond. We have seen how larger cities often receive
priority for broadband infrastructure upgrades, leaving smaller communities unserved or
underserved. That’'s why we prioritize serving Main Street by investing up to $350 million in
private funding to build more than 2,500 miles of fiber-optic infrastructure.

Intro
We’'re looking for a motivated and inspiring Technical Support Specialist to join our customer-
facing team in Kingston.

This role is interesting because
¢ You have a passion for technology and are the go-to person in your household for
solving tech issues.
¢ You enjoy being a trusted resource, someone who can answer questions and guide
others through solutions with empathy and patience.

Responsibilities

e Support customers’ technical needs during onboarding and post-installation.

o Responsible for creating training materials and job aids to promote knowledge sharing
amongst the team.

o Contribute to the development and ongoing maintenance of a customer-facing
knowledge base.

e Provide expert technical support for residential and business customers.

o Deliver exceptional customer service across all channels including phone, chat, email,
and/or social media.

« Own and manage escalations through to resolution ensuring customer satisfaction

o Support field technicians remotely to ensure smooth and successful customer
installations.

o Participate in user testing for system updates and promote self-service tools to
customers.

e Maintain regular, punctual attendance and perform other duties as assigned.

e Participate in an on-call rotation schedule.

Qualifications

e 2-4 years of experience in customer service, technical support and/or sales.
High school diploma or equivalent required, technical or associate degree preferred.
Strong multitasking, problem-solving, and written and verbal communication skills.
Team-oriented mindset with a high sense of urgency and accountability.
Comfort with feedback, independent decision-making, and learning new systems.
Familiarity with customer service platforms such as HubSpot, Zendesk, and Intercom.
Experience with OSS/BSS systems such as Gaiia, MBS, Wavelo, or NISC. Working
knowledge of softphone platforms including RingCentral, Aircall, and Dialpad.
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o Demonstrated experience troubleshooting fiber networks, ONTs, and routers.
Experience with Adtran and eero is preferred.

¢ Willingness to travel and work on-site, with occasional remote opportunities.

o Must be able to sit for extended periods and work with various digital tools.

Compensation
e Competitive Salary: $23-$24 per hour
Company Paid Time Off + National Holidays
Medical, Dental and Vision Benefits
401K Plan
Employee Assistance Program (EAP)
Life and Disability Insurance (Short-and Long-Term)
Employee Referral and Discount Programs

Archtop Fiber is proud to be an Equal Opportunity Employer.
We celebrate diversity and are committed to creating a welcoming inclusive environment for all.



