Purpose of the role:
CP is moving to lead the projects for technology platform move over from CIT to salesforces. 
Service , Application, 
IT for SG and Malaysia. 
Service application – move to new platform (service application CIT  salesforces ) 
Asia 500 (new platform) lead the services application and implementation for field service CIT for asia (400 to 500 ; include china , korea, japan, msia)
 
CP – 7 to 8 year at Waters; single contributor. 
 Regional – IT cover part by another person. ( 5 to 6 years ago) 50 ppl  
Corporate side (Alan team, Quality Assurance, 1 indo, 1 in Malaysia, 3 in sg)
We don’t have employee – we have a server there ; IT need to support contract manufacturer (job scope)
Current cp role. 
Australia – used to have Finance Manager . no IT , SG covers Australia, Malaysia, SG, 
Server set up , PC, 
Cover SG, ADC, Dangerous Goods,
Waters – Malaysia , 
Helpdesk support (all IT : PC or server himself, server, cloud, 
application to other (service, background, 
SG/ Malaysia, 
IT – PC deployment, set up, replacement, 
Need to know well about PC , user 
Support – hardware, customers first, first contact. Hardware issues – dell will come. 
Issue software – issues (technical expert) 
Customers – interface user (general technical skills and knowledge ; PC resolve )
Good communicator between user and IT. PC – interpret and layment terms. Expectation follow up. 
Technical communication > technical skills. 
Young and bright person (flexible and adaptable) ; slightly lower. 
Engineering, 5 years, IT degree ( PC job ) ,stable, conservative, (non-promoted fast), character , stable work long, ok. American (work in global environment – sg, skills set experience, big scope, better project , regional global , adaptable, direction (fine with local company) , future, direction. 
Good or bad (no boss in the country, self-initiator, inquisitive, resourceful, problem solving, flexibility, autonomy) 
KPIs: japan to report to us, 
How u resolve the business service request, how fast,  
BT ticket fast and quality 
Project management (assign PC replacement project – do according to schedule, quality, coordinate) 
Monitoring. 
Portal – yes; good. 
CP  2nd interviewer (PC – technical assessment) + US 
(internal = cp ) 
Travellilng – Germany (Malaysia once a quarter + )

key achievements, leverage heart interest, motivation, project management etc

[2:49 PM] Sharon Sim
Before ending the call with him, you can check what he thinks of you and the gaps etc to ensure you close any doubts he has.
​
[2:49 PM] Sharon Sim
Better to VC him to see face to face


Project Management: GTS onsite calibration – internal resource, external vendor and CMs
New server upgrade and implementation. Work together with Milford test team, UK IT team, APAC IT team and CMs. 

  Asia IT Service Desk Analyst II (Singapore)
System ID
10471
Company Name
Waters Division
Category
Information Technology
Job Locations 
SG-Singapore
Employment Type
Regular Full-Time
Job Location : Country (Full Name) 
Singapore
Overview 
The IT Service Desk Delivery Analyst will be part of a global Service Desk team responsible for the delivery of a high-quality support experience for Waters employees in the region.
 
This individual is responsible for taking initial calls, creating tickets, providing support for company provided IT devices and applications, troubleshooting and resolving employees' end user computing issues, and referring requests to other global support personnel as needed.  
He/She will provide a point of contact for employees while adhering to documented support procedures, following up on requests to make sure his/her customers are satisfied, and making recommendations to Management to help make the support process more streamlined.
 
At all times, he/she must provide an excellent customer-service experience for users and resolve support tickets in a timely manner.
Responsibilities 
· Troubleshooting of end user computing issues (hardware and software) and service requests via ticketing system, phone, e-mail, chat, etc.
· Perform potentially complex hands-on fixes at the desktop and mobile device level, including installing and upgrading software, and configuring systems and applications.
· Act as escalation support for complex issues.
· Provide "how to" assistance to employees on all internally supported devices, applications and systems.
· Assist with the recording and tracking of Service Desk problems and processes, through to final resolution and delivery of metrics.
· Participate in full life cycle of a client implementation, including: business requirements gathering, risk assessment, build, configuration, testing, and support.
· Identify opportunities to leverage enterprise-wide tools for automating, monitoring and managing end user support activities, including imaging, packaging of software and scripting of support tasks, etc.
· Assess the capabilities and limitations of the end user computing applications and technologies and recommend alternatives and solutions
· Build rapport and elicit problem details from Service Desk customers, while gaining a more complete understanding of business impact.
· Provide training for software, hardware, and cloud solutions used and supported by the organization to other team members.
· Contribute to knowledge bases, manuals, support sites, vendor support contacts, as appropriate.
· Work with external vendors and resources to aid in problem resolution.
Qualifications 
· At least 3 years of experience working in a Help Desk and PC Support role (required)
· Excellent verbal and written communications skills in English  (required)
· Superb computer software and hardware troubleshooting knowledge and experience (required)
· Patience, positivity, and a passion for helping other employees with technology-related issues, and a deep commitment to end-user satisfaction (required)
· Willing to travel to other Waters offices, mainly in Asia (including Australia)
· Self independent, but also cooperative 
Company Description 
Waters Corporation (NYSE: WAT), the world's leading specialty measurement company, has pioneered chromatography, mass spectrometry and thermal analysis innovations serving the life, materials and food sciences for 60 years. With approximately 7,000 employees worldwide, Waters operates directly in 31 countries, including 15 manufacturing facilities, and with products available in more than 100 countries.
 
Waters Corporation's businesses include Waters, TA Instruments, VICAM, ERA, and Nonlinear Dynamics.
 
Waters creates business advantages for laboratory-dependent organizations by delivering ultra performance liquid chromatography (UPLC), high-performance liquid chromatography (HPLC), chromatography columns and chemistry products, mass spectrometry systems, laboratory informatics solutions, and comprehensive service programs to enable significant advancement in healthcare delivery, environmental management, food safety, and water quality.
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