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Job Description — Operations Administrative Assistant

Department: Operations- 2013-04 Exemption Status: Non-Exempt

Summary:

Under the direct supervision of the Director of Operations this position provides administrative and
clerical support for the Director of Operations and the department. In addition to typing, filing and
scheduling, performs duties such as record keeping, coordination of meetings and conferences,
coordinating direct mail and working on special projects. Also, answers non-routine correspondence and
assembles highly confidential and sensitive information. Deals with a diverse group of important
external callers and visitors as well as internal contacts at all levels of the organization. Independent
judgment is required to plan, prioritize and organize a diversified workload.

The most qualified candidate for this role will have experience assisting within a customer service
environment. This position also requires understanding of office productivity applications such as
Microsoft Office suite and Windows operation systems. Anyone that might fit well at FirstWatch must
be reliable, flexible, people-oriented, friendly, patient, fast learning, quick thinking, illustrates initiative
and responsibility. This person will LOVE providing our customers, both internal and externally, great
and honest customer service. A high quality productivity level within a fast paced environment is a
necessity.

Responsibilities:

- Performs administrative and clerical tasks.

- Assists with initial client technical and operational discussions relating to data source integration.

- Assists with project communication and documentation regarding status of projects.

- Facilitates follow up calls and meetings in accordance with our standard FirstWatch guidelines.

- Scribing notes during meetings both internally and with customers.

- Assist with testing and documenting customer’s remote connectivity and verifying read-only
data source connectivity.

- Performs documentation of client profile information in our master reference system and all
associated client contacts for support matrix.

- Assist with pro-active client outreach initiatives to ensure clients are utilizing their FirstWatch
system and sharing best practices.

- Documents correspondence with clients and related activities in the FirstWatch Customer
Relationship Management (CRM) systems.

- Assists with documenting new feature and functions relating to system enhancements or
modifications.

- Assists with overseeing and management of tasks related to project completion.
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- Assists with management of support renewals and follow up with clients relating to
maintenance payments.
- Assists with basic troubleshooting, documentation and testing of customer Triggers, reports and
views.
- Assists with customer account setup and verification within FirstWatch applications.
- Some off-site work and/or travel may be required.
- Some projects may require after-hours support.
- Perform other duties as assigned.

Credentials:

- Education: High School diploma with 1 —4 years or equivalent experience.
- Technology: Microsoft Office Products, Window operation systems, office equipment

Preferred Skills:

- Work independently as well as in a collaborative environment.

- Customer service oriented

- Communication skills — written, verbal and presentation

- Planning, calendaring and organizing

- Prioritizing

- Problem assessment and solving

- Information gathering and monitoring

- Attention to detail and accuracy

- Flexibility and adaptability

- Computer skills and knowledge of relevant software

- Knowledge of operation of standard office equipment

- Knowledge of clerical and administrative procedures and systems such as filing and record
keeping

Physical Demands and Work Environment
The physical demands described here are representative of those that must be met by an employee to

successfully perform the essential functions of this job. Reasonable accommodations may be made to
enable individuals with disabilities to perform the essential functions.

- While performing the duties of this job, the employee routinely is required to sit; walk; talk and
hear; use hands to keyboard, finger, handle, and feel; stoop, kneel, crouch, twist, crawl, reach,
and stretch.

- The employee is occasionally required to move around the office.

- Specific vision abilities required by this job include close vision, color vision, peripheral vision,
depth perception, and ability to adjust focus.

- May require travel dependent on company needs.

- The employee may occasionally lift and/or move up to 50 Ibs.

- Can work under deadlines.
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This job description is not a comprehensive listing and is subject to change at any time and will include
other tasks and duties as assigned.

Employee signature below constitutes employee’s understanding of the requirements, essential
functions and duties of the position.

Signature/Print Name Date



