AWIT GUIDEBOOK

Organizational
Strategies for Hiring,
Advancing and Retaining
Women in Technology

— \‘.

Global Technology Industry Association

Brought toyou by the
GTIA North America Advancing
‘ Women in Technology (AWIT) Interest Group




AWIT GUIDEBOOK
Organizational Strategies for Hiring,
Advancing and Retaining Women in Technology

LGTIA

Table of Contents

Introduction . ... ... .. . ... .. e e 3
Understanding the CurrentiTLandscape .. .................. 5
Women’s RepresentationinTech . .. ...................... 5
GenderPayGaps . . ..o 6
Hiring Practices: Reviewing Your Hiring and PromotionforBias . . . . . . 7
Understanding Biasin Hiringand Promotions . .. .............. 7
Building Fairand Equitable Hiring Practices. . .. .. ............ 8
Reviewing Your Hiring and Promotion ProcessesforBias. . . . . . .. 9
Strategies for RecruitingWomeninTechnology . ............. 9
InterviewTechniques. . . . . ... ... .. ... . ... . . e 1
The Typical TechInterviewlJourney . .. ......... ... .. .. .... 12
Interviewing Techniques and PracticesforDEI. . .. ............ 14
Advice for Hiring Managers: Breaking Down Bias and Building
InclusiveInterviews . . ... ... .. . 16
Advice forWomen InterviewinginTech. ... ................. 17
Showcasing Your Technical Skillsina Biased System . . . ... ... .. 18
Career Developmentand Advancement. . . . . ............... 20
Mentorship and SponsorshipPrograms . . .. ............... 20
Career Development Programs and Skill-Building. . . . ... ... .. 20
Retention Strategies: HowtoRetainTalent . . . . .. ... .......... 2]
ThePathForward . .. ... ... ... .. . . . .. . it 23
CalltoActionforTechCompanies .. ..................... 23
Appendix: Job List, Experience and Knowledge. . .. .......... 24
Technical Support Specialist. . . . ...................... 31
RemotelTTechnician . .. ........ ... .. .. .. .. .. ...... 33
ServiceCoordinator. . . ........ ... 34
IT Service Desk Technician .. ........................ 36
IT Supportand System Administrator. . . ................ 38

SeniorEngineer, Tierll. . ... .. ... ... .. . . 40




AWIT GUIDEBOOK
Organizational Strategies for Hiring,
Advancing and Retaining Women in Technology

LGTIA

Introduction

Welcome to the GTIANorth America Advancing Womenin Technology
(AWIT) Guidebook. This comprehensive resource is dedicated to helping
organizations hire, retain and advance womenin technical roles within the
ITindustry. Women remain significantly underrepresentedin technical
positions, yet their contributions drive innovation, problem-solving and
business success. This guidebook provides data-driveninsights, real-world
statistics and best practices to help companies build and sustain diverse,
inclusive workplaces where womeninIT canthrive.

Why focus on gender diversity in IT?

Becauseit'snotjust about equity—it's about competitive advantage.
Research consistently shows that companies with diverse technical teams
experience strongerinnovation, improved decision-making and better
financial performance. A2023 McKinsey report found that organizations
with diverse executive teams were 39% more likely to outperform financially,
while companies fostering inclusive cultures saw a 39% increasein
employee satisfactionand a 27%reductioninturnover.
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What is the goal of this guidebook?

Despite many benefits, women—particularly those with technical
expertise—continue to face hiring biases, career stagnation and workplace
culturesthat hinderretention. This guidebook delivers actionable
strategiesto help companies attract top female talent, create inclusive
hiring processes, support careeradvancement and reduce attrition.

By implementing these proven practices, organizations can cultivate a
workforce that not only reflects the diversity of the world we live in but also
driveslong-termsuccessinanincreasingly competitive IT landscape.
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Understanding the Current IT
Landscape

Women's Representation in Tech

Women'srepresentationin North America’s techindustry has shown
gradualimprovement, yet significant gaps remain. As of 2023, women hold
approximately 28% of computing and mathematical rolesin the United
States, anincrease from 26% in 2019 but still well below parity. In Canada,
womenrepresent just 24% of the tech workforce, despite making up nearly
50% of the overalllabor force (Brookfield Institute, 2023).

Women of color face even greater challenges. Black and Hispanic

women hold only 3% and 2% of techjobs, respectively, compared to

20% forwhite women (NCWIT, 2022). Moreover, the COVID-19 pandemic
disproportionately affected womenintech, with53% reportingincreased
burnout compared to 41% of men (McKinsey & Leanin, 2021). Addressing
these disparitiesrequires structural changes, including mentorship programs,
inclusive hiring practices and workplace policies that prioritize equity.

Key Facts and Figures:

Womenrepresent 14% of software engineers and 25% of computer
science professionals (Bureau of Labor Statistics, 2023).

Only 8% of Fortune 500 tech CEOs are women (Catalyst, 2023).

Companies with diverse executive teams are 39% more likely to
outperform competitors financially (McKinsey, 2023).
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Gender Pay Gaps

Genderdisparity regarding representationin the technology industry is
also evidentwhenitcomesto compensation. Womeninthe techindustry
inthe United States earn approximately 83 to 85 cents forevery dollar
earned by theirmale counterparts, according to Payscale (March 2025),
CodersLink (January 2025) and Pew Research Center (March 2025).

Key Facts and Figures:

This disparity cantranslate to an annualloss of around $15,000in
median earnings forwomenintech (Dice Hiring, March 2024).

The genderpay gap canbe evenwider forwomeninthe early stages
of theirtech careers. Some data suggests womenunder 25 earn
around 29% less than theirmale counterparts (Diversityin Tech).
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Hiring Practices: Reviewing
Your Hiring and Promotion Process
for Bias

Understanding Bias in Hiring and Promotions

Unconscious biases, also known as implicit biases, are automatic and
oftenunintentionaljudgments that stem from our background, cultural
environment and personal experiences, affecting ourunderstanding,
actions and decisions.

These canmanifest as:

« Affinity Bias: Where we favor those similarto us

« ConfirmationBias: Where we seekinformation confirming our
existing beliefs

« HaloEffect: Where one positive ornegative traitimproperly
influences our overall perception

Furthermore, specific social biases like genderbias, racial bias and ageism
involve preconceived notions and prejudices against particular groups
impacting how we perceive andinteract with individuals based on these
characteristics. Understanding these diverse types of bias is the crucial
first step in mitigating theirnegative effects on our hiring and promotion
decisions.

These biasesinhiringand promotion can limit opportunities for
underrepresented groups.
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Building Fair and Equitable Hiring Practices

By proactively addressing bias, organizations can create amore equitable
workplace where employees advance based on merit. Companies could
considerimplementing some, or all, of the following strategies:

Implement Bias Training: Studies show that unconscious bias training can
reduce biased decision-makingin hiring and promotions.

Use Structured Interviews: Research from the National Bureau of
Economic Research foundthat structured interviews help mitigate bias
and improve diversity in hiring.

Analyze Promotion Data: Regularly reviewing promotion trends ensures
equaladvancement opportunities forwomen and minority employees.

Adopt Blind Resume Screening: Removing names and genderidentifiers
fromresumes canreduce bias during initial candidate evaluations.

Provide Mentorship and Sponsorship Programs: Provide career
developmentresources and networking opportunities forwomen and
non-binaryindividualsintech.

Leverage Technology: Al-powered tools can automatically redact names,
genderindicators, contactinformation, educationalinstitutionnames and
even phrasing that might hint at a candidate’s background. This ensures
that recruitersinitially review candidates solely based on their professional
experience and skKills.
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Reviewing Your Hiring and Promotion Processes
for Bias
Addressing both conscious and unconscious biasesin hiring processes

is essential to ensure fair treatment and equal opportunities forwomen.
Companies canachieve thisby:

« Providingbias training for hiring managers
o Usingstructuredinterviews with standardized questions
« Implementingblindrecruitment practices

Strategies for Recruiting Women in Technology

Torecruitmore womenintechnology, companies should consider
implementing some or all of the following strategies:

« Implementtargeted outreach programsto attract female candidates
o Partnerwith organizations that supportwomenin STEM
o Usegender-neutrallanguageinjob descriptions

o Ensurediverseinterview panels

0 M M][-H Revamp Your Job Descriptions

When writingjob descriptions, avoid terms like field tech or onsite in the job
title. Whenyou are promoting open positions on career websites, we want
the job descriptionsto be as broad as possible to attract the most talent.
Anarrow job title like onsite field technician versus in-personIT support
technicianwill appeal to more candidates.

If you are hiring for lower-level or entry-levelroles, highlight personal
characteristics that you have seenin successfulemployees that have thrived
inthatrole. Instead of including alengthy list of skills you would like to have,
use words like ambitious and curious. These types of job descriptions are
likely to draw great candidates that may not have appliedif they did not feel
they met the lengthy list of skillsrequired for the job.
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(i JEEUT S Expand Your Outreach

Getoutside your comfortzone when searching for candidates. Only using
Indeed, LinkedIn and ZipRecruiter will give you the same people over and
over.Ifyouarealarger|TSP/MSP/MSSP, you may considerusing an Applicant
Tracking System (ATS). Thisis NOT arecruiter. This will allow you post yourjob
to dozens—if not hundreds—of job sites that you may have never heard of
before.

Here are some otherlocal places to advertise jobroles:
o Collegejobboards: Four-year, two-yearand tech colleges
o Departmentoflabor
« Military base: Frequentjob fairs you can attend for free

o Localchamberof commerce: Use theirnetworking events to promote
your MSP/IT firm

Consideraninternship with alocal high school ortechnical college. Thereis
not nearly as much legwork as you think, and all of those schools have some
process alreadyinplace.
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Interview Techniques

Theinterview process should be designed to assess skills and potential
while ensuring fairness. Best practicesinclude:

Using Skills-Based Assessments: Technical challenges and scenario-
based problem-solving tasks help identify the best candidates regardless
of background.

Incorporating Behavioral Questions: Asking candidates about past
experiences fosters adeeperunderstanding of theircompetencies.

Ensuring Diverse Interview Panels: A 2021 study by McKinsey found that
diverse hiring panels lead to more inclusive hiring decisions.

Standardizing Interview Questions: Consistency in questionsreduces the
influence of bias andimproves fairnessin candidate evaluations.

Adopting these techniques ensures that interviews focus on abilities rather
than subjective impressions.

Navigating the Interview Process as a Womanin Tech

Thejourney of landing ajobintech asawomanin 2025 is still filled with
systemic barriers, unconscious bias and outdated hiring practices. While
companies continue to emphasize diversity, equity and inclusion (DEI),
women—especially women of colorand non-binary individuals—continue
to experience hurdles at every stage of the hiring process. From biased
job descriptions tointerviews that fail to assess real technical ability, the
hiring landscape intechis still far from equitable. Here's what the process
looks like and how both hiring managers and interviewees can navigate it
effectively.
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The Typical Tech Interview Journey

Astandardinterview processintech consists of the following steps, but for
women, each stage often comes with additional challenges.

1. Application Submission
Additional challenges: The confidence gap and biasedjob descriptions

Women are lesslikely to apply forjobs unless they meet nearly 100% of the
qualifications, while men will apply if they meet only 60% (Harvard Business
Review). Many job postings stilluse male-coded language, like rockstar,
ninja and aggressive, that discourage women from applying. Companies
must rethink theirjob descriptions to focus on core skillsrather than an
unrealistic wish list.

2. Screening Interview
Additional challenges: Unconscious bias and microaggressions begin here

Womenintech oftenreport thatinitial screeninginterviews feel like a test of
whether they fitinto a male-dominated spaceratherthan a fairassessment
of skills. Recruiters sometimes ask culture-fit questionsratherthan
focusing ontechnical competency. Unconscious bias canlead to women
being perceived asless technical than theirmale counterparts.

3. Firstinterview
Additional challenge: Proving technical ability more than men do

Evenwhenwomen have the same qualifications as male candidates,
studies show they must provide more evidence of theircompetence
(McKinsey & Company). Technicalinterviews often come with higher
scrutiny forwomen, who are frequently doubted orinterrupted more often
during problem-solving discussions.

4. Second Interview or Technical Panel
Additional challenge: The likeability trap

This phase ofteninvolves multiple team members andis when double
standards emerge. Women are often expected to be more likable while
demonstrating confidence in theirtechnical abilities.

Assertivenessintechnical discussions canbe
misinterpreted as beingtoo aggressive—alabelrarely
appliedtomen. Interviewers may stillaskinappropriate
questions that disproportionately impact women,
suchasinquiries about family planning or work-life
balance—which areillegal but persist.
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5. Final Interview
Additional challenge: Leadership potential vs. stereotypes

At this stage, the conversation shifts to career trajectory. Womenintech
often face skepticism about their ability to lead technical teams. Research
shows that women are often over-mentored but under-sponsored,
meaning they receive guidance but are rarely advocated forleadership
roles(Leanln.org).

6. Decision and Offer
Additional challenges: The pay gap andlowball offers

Womenin tech stillmake about 83 to 85 cents forevery dollaraman makes
inthe samerole (Payscale). Even when they negotiate, they are often
penalized or perceived as demanding. Salary transparency policies have
helped, but disparities persist, particularly forwomen of color.
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Interviewing Techniques and Practices for DEI

Theinterview process should be designed to assess skills and potential while
ensuring fairness. To build a hiring process that supports diversity, equity
andinclusion (DElI), organizations should incorporate structured techniques
that minimize bias and create equal opportunities for all candidates.

Best Practices for anInclusive and Fair Interview Process

Using Skills-Based Assessments
Skills-based hiring focuses on evaluating a candidate’s ability rather than
theirbackground or pedigree.

Some methodsinclude:

Technical Challenges: Providing real-world problem-solving
exercisesrelevant to therole ensures candidates are evaluated on
their skillsrather thanresumes alone.

For example: A software engineer candidate might complete alive
coding exercise ratherthan simply discussing past projects.

Scenario-Based Problem-Solving: Presenting candidates with
job-related scenarios helps assess their critical thinking and
decision-making skills.

For example: A customer service manager might be given a difficult
clientinteractionscenario toresolve.

Work Samples and Job Trials: Candidates complete small tasks
similarto what they would performintherole.

Forexample: A content writer drafts ashort article basedona
provided brief.
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Incorporating Behavioral Interview Questions

Behavioral questions help interviewers understand how candidates have
handled past situations. The STAR method (Situation, Task, Action, Result)is a
widely used framework:

o Tellmeaboutatimewhenyouhadtomanage conflicting priorities.
How did you handle it?

o Describe asituation where youhadto adapt to amajorchange at work.
What did you do?

o Giveanexample of how you contributedto ateam’s successina
challenging project.

Ensuring Diverse Interview Panels

Diverse panels help mitigate unconscious bias and provide a broader
perspective on candidates. A2021McKinsey study found that companies
with diverse hiring panels made more inclusive hiring decisions and improved
overall candidate experience.

Considerthese tips forimplementing a diverse interview panel:

e Includeindividuals from different genderidentities, ethnic
backgrounds and professional experiences.

o Ensureatleastoneintervieweris trainedinrecognizing and mitigating bias.
o Rotate panelmembersto avoid homogeneity in hiring decisions.

Standardizing Interview Questions
Creating a structured interview format ensures consistency and fairnessin
evaluations.

Organizations canuse:

« Pre-Defined Question Sets: All candidates answer the same set of
questions tailored to thejobrole

o ScoringRubrics: A clear evaluationscale helpsinterviewersrate
responses objectively

« Blind Evaluations: Removingnames and
personalidentifiers fromassessments
reduces bias

By implementing these best practices,
organizations can create interview processes
that prioritize ability over subjective impressions,

fostering fairer hiring outcomes.
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Advice for Hiring Managers: Breaking Down Bias
and Building Inclusive Interviews

Breaking down bias takes awareness and work. Here are five tips
organizations canuse to ensure biasisn’'t adeciding factor.

1. Prioritize Equity Training for Interviewers
Implement unconscious bias training for all hiring managers and interview
panelists.

2. Focus on Essential Skills, Not an Idealized “Unicorn”

Women are disproportionately discouraged from applying to jobs with
long, unrealistic lists of qualifications. Instead, focus on must-have skills
and explicitly state that all qualified candidates are encouraged to apply.

3. Structure Interviews to Reduce Bias

Use structuredinterviews with consistent evaluation criteria to minimize
bias andimplement blind resume screening toremove gender-based
discrimination. If you have a panelinterview, ensure gender diversity in the
panelsowomen candidates aren’t the only ones “proving” themselves to
anall-male team. Ensure candidates receive detailed feedback based on
objective criteria.

4. Avoid lllegal or Biased Questions

Hiring managers must not ask questions about marital status or family
planning, age orappearance, childcare responsibilities, citizenship or
immigration status (unlessrelevant to work eligibility).

5. Ask Better Questions to Evaluate a Woman’s Technical Skills
Here are few prompts to get the conversation started:

o Canyouwalkusthroughatechnical problemyousolved and how
you approachedit?

« Howdoyoustayup todate withindustry trends?

o Tellmeaboutatimeyouhadtoadvocate foratechnical solution
othersinitially doubted.

« Whattechnicalnews sourcesor
communities do you follow?
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Advice for Women Interviewing in Tech

Navigating the Interview Process as a Womanin Tech

Despiteincreasing DElinitiatives, women—particularly women of color and
non-binary individuals—still face systemic barriers in tech hiring. Biased job
descriptions, interview processes that undervalue non-traditional career
paths andlack of representation on hiring panels all contribute to anuneven
playing field.

Strategies for Candidates

o Seek Companies with DEl Commitments: Look for organizations
with transparent diversity metrics and inclusive hiring practices.

« Prepare forBias: Recognize potential biases and practice
responses that highlight competencies.

« Leverage Community Support: Engage with organizationslike
GTIA, WomenWho Code and AnitaB.org formentorship and
networking.

o Ask About DEI Policies: Inquire about company policies on pay
equity, parentalleave and careeradvancement opportunities.
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While the landscapeisimproving, proactive strategies fromboth
employers andjob seekers are essential to fostering a more equitable
techindustry. By structuring fair hiring processes and addressing systemic
biases, organizations can create opportunities that truly reflect the diverse
talent available in today’s workforce.

Interview Process Do’s and Don’ts

Do:

e Researchthe company’s DEl policies—look fortransparency on
gender pay gaps andleadership diversity.

o Speakconfidently about yourtechnical expertise without
apologizing ordownplaying achievements.

« Negotiate yoursalary—and use resources like Glassdoor and
Payscale to know yourworth.

Don’t:

o Undersellyourself—men apply withless experience, and you should
too.

« Apologize fornot knowing everything—learning agility matters more
than perfection.

» Acceptvague answersif acompany dodges questions about
diversity or pay equity.

Showcasing Your Technical Skills in a Biased
System

Take these tipsinto consideration during the technical portion of the
interview process:

« Whenanswering coding questions, narrate your thought process
clearly to avoidinterruptions or doubts about your competency.

o Bringupreal-world projects that demonstrate notjust technical
ability but also problem-solving and leadership.

o Askforclarificationif aquestionisunclear—doing so shows
confidence and analytical thinking.



https://www.glassdoor.com/index.htm
https://www.payscale.com
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Addressing Bias Directly: Without Risking the Offer
It's likely you will, at times, encounter bias during the interview process.

The best thingyoucando,isbe prepared. If you find yourself faced with a
biased question, redirect politely:

‘Do you planto have children soon?”

“I'm fully committed to my career and excited about this

opportunity. Could you tellme more about the company’s
leadership pathways?”

If salary negotiationleads to pushback:
“That’s the maximum we can offer.”

“Basedonindustry benchmarks and my experience, | believe a fair
compensationis Xamount.”
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Career Development and
Advancement

Mentorship and Sponsorship Programs

Providing mentorship and sponsorship opportunities forwomenin
technology canhelp them navigate their careers and achieve their
professional goals. The GTIA Mentorship Program connectswomenin T
with experienced professionals who provide guidance, careerinsights
and support tailored to theirunique challenges and aspirations. Through
structured mentorship, participants gain access to personalized career
advice, technical skilldevelopment and leadership training, helping them
advanceintheirroles and break throughbarriersin the tech industry.

Additionally, sponsorship plays a critical role in career progression—while
mentors provide advice and encouragement, sponsors actively advocate
forwomen’s career growth by recommending them for promotions,
leadership opportunities and high-impact projects. By fostering both
mentorship and sponsorship, GTIA helps create amoreinclusive and
supportive environment where womeninIT can thrive.

Career Development Programs and Skill-Building

Implementing career development programs that focus on skill-building
andleadership training can help women advance in their technology
careers. These programs should include opportunities for continuous
learning and professional growth.

Addressing the “Broken Rung” in Career
Progression
The “brokenrung” at the first step up to manager continues to hold women

back. Companies should focus on promoting women to managerial
positions and providing them with the necessary support to succeed.



https://gtia.org/membership/member-groups/mentorship-program
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Retention Strategies: How to Retain
Talent

Retentionisjustasimportant asrecruitment. Organizations can keep top
talent by:

Providing Clear Career Paths: Studies indicate that women are more likely
tostayinroleswhere career progressionis well-defined.

Offering Competitive Salaries and Benefits: Research from Pew Research
Centershows that equitable pay practices contribute to higherretention
rates.

Encouraging Work-Life Balance: Flexible work arrangements and
remote work options help employees manage personal and professional
responsibilities.

Investing in Professional Development: Companies with robust
mentorship programs seeincreased engagement and retentionamong
female employees.

Addressing Burnout and Well-Being: Women are increasingly burned
out,and companies need toinvestin addressing burnout and creating
sustainable work cultures. Thisincludes providing mental healthresources
and promoting a healthy work-life balance.

Creating Allyship and Support Networks: Creating allyship and support
networksis crucial for fostering aninclusive workplace. Allies can play
asignificantrole in advocating forand supporting women from diverse
backgrounds. Thisinvolves actively listening to their experiences,
challenging discriminatory behaviors and promotinginclusive practices.
Support networks, such as employee resource groups (ERGs), can provide
a safe space forwomento share theirexperiences, seek advice and

build connections. Companies should encourage the formation of these
networks and provide resources to support their

activities.
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Recognizing and Rewarding Leadership Contributions: Womenleaders
oftentake onextrawork to support theirteams and advance DEl efforts.
Companies shouldrecognize and reward these contributions to ensure
they are valued and appreciated.

Ensuring Representation at All Levels: Actively working toincrease the
number of womeninleadership positions provides role models and
demonstrates that career advancementis attainable.

Promoting a Respectful Work Culture: Always question the status quo
and ensure your culture fosters a sense of belonging where everyone feels
valued andrespected.

Retention strategies should focus on continuous support and career
growth opportunities.
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The Path Forward

The techindustry has alongway to goinachieving gender equity, but
organizations thatimplement thoughtful hiring, promotion and retention
strategies candrivereal change. By expanding recruitment channels,
mitigating bias in hiring, fostering inclusive company cultures andinvesting
inemployee development, businesses can create workplaces where
women not onlyjoin but thrive.

Thisguidebook serves asbotharesource anda callto action. The future of tech
dependsonaworkforce thatreflects the diverse world it serves. Companies
that prioritize diversity today will be the industry leaders of tomorrow.

Call to Action for Tech Companies

Tech companies must take proactive steps to support gender diversity
andinclusion. Thisincludes setting clear goals, investing in DEl programs
and holdingleaders accountable for progress. By fostering aninclusive
environment and providing opportunities forwomen to thrive, companies
candriveinnovation and achieve long-term success.

The journey toward gender equity intechnology is ongoing. While
progress hasbeenmade, significant work remains. By fostering inclusivity,
supportingwomeninleadership and dismantling systemic barriers, we can
create atechindustry that reflects the diverse world it serves.

Despite the progress made in hiring equity, womenin tech still face
systemic barriers at every stage of the interview process. Companies that
want to attract and retain diverse talent must commit to:

v Fairandtransparent hiring practices
v Payequity andsalary transparency
v Clearpathwaystoleadership forwomenintechnicalroles

Forwomen navigating thisjourney, advocating foryourself—and holding
companies accountable—remains essential. The techindustry stillhas a
long way to go, but changeis happening, and you belong here.

Get moreresources at gtia.org.



https://gtia.org
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GTIA North America AWIT
Guidebook: Job List, Experience
and Knowledge

Bench Technician
e EntrylLevel

o 0-6months of experience

» Building anunderstanding of:
e Computers, laptops

o Forecastedcertificationpath
= CCENT
= CompTIAA+

e Mid-Level
o 6-9months experience
» Fundamental understanding of:
e Computers,laptops
e Singleuserenvironments
e AV Utilities
e Singleuserrouting
e Virtual desktop support
o Working on certification path
= CCENT
= CompTIAA+

e ExpertlLevel
o 9-12months experience
» [Instinctive understanding of:
e Computers, laptops
e Singleuserenvironments
e AV Utilities
e Singleuserrouting
e \Virtual desktop support
o Completedcertifications
= CCENT
= CompTIAA+
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Help Desk Technician

e Associate Level

o 9-12months experience
» Foundationalunderstanding of:

Computers, laptops
Servers

Small network environments
Single userenvironments
AV Utilities

Single userrouting

Virtual desktop support
BDR

= Minimum of 1 certification

e Mid-Level

CCENT
CompTIA A+

VCP

CompTIA Server +

o 12-18 months experience
* |nstinctive understanding of:

Computers, laptops

Servers

Small network environments
Single user environments

AV Utilities

Single userrouting

Virtual desktop support

BDR

Basic telephony and VolIP support
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e ExpertlLevel

o 18-24 months experience
» |nstinctive understanding of:

Computers, laptops

Servers

Small network environments
Single user environments

AV Utilities

Single userrouting

Virtual desktop support

BDR

Basic telephony and VolIP support
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Help Desk Engineer

Associate Level

o Minimum of 2 years’ experience

Mid-Level

Foundational understanding of:

Enterprise email
Workstations

Servers

Smallnetwork environments
Data centertechnologies
Firewalls

Routers

BDR

Daily network maintenance
Network troubleshooting
Basic telephony and VolP support

Minimum of 1 certification

MCP

MCITP

CCNA

CCDA

CCNP

CompTIA Project +
CompTIANetwork +
CompTIA Security +
VCP

o 2to4yearsexperience

Instinctive understanding of:

Enterprise email
Workstations

Servers

Small network environments
Data centertechnologies
Firewalls

Routers

BDR

Daily network maintenance
Network troubleshooting
Basic telephony and VolIP support
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= Minimum of 1certification with 2"@in training path

e ExpertlLevel

MCP

MCITP

CCNA

CCDA

CCNP
CompTIAProject +
CompTIA Network +
CompTIA Security +
VCP

Vmware

o Jdto4dyears experience
* Instinctive understanding of:

Enterprise email
Workstations

Servers

Smallnetwork environments
Data centertechnologies
Firewalls

Routers

BDR

Daily network maintenance
Network troubleshooting
Basic telephony and VolP support

= Minimum of 1certification with 2"@in training path

MCP

MCITP

CCNA

CCDA

CCNP

CompTIA Project +

CompTIANetwork +
CompTIA Security +
VCP

Vmware
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Systems and/or Network Engineer

e Associate Level

o Minimum of 4years’ experience
* |nstinctive understanding of:

Server OS

Virtual server support

Cloud support

Enterprise email

Data center

Daily network maintenance

Daily network troubleshooting
Usernetwork support

Advanced telephony and VolIP support
BDR virtualizations and recovery

=  Minimum of 2 certifications with 3rdin training path

o Mid-Level

MCSE

CCDA

CCNP

CCVP

CCIE
CompTIAProject +
CompTIA Security +
Vmware
CompTIALinux +
CompTIA Cloud +
VCP

CASP+

o 4-6years experience
» [nstinctive understanding of:

Server OS

Virtual server support

Cloud support

Enterprise email

Data center

Daily network maintenance

Daily network troubleshooting
Usernetwork support

Advanced telephony and VoIP support
BDR virtualizations and recovery
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*  Minimum of 2 certifications with 3rd in training path

e ExpertlLevel

MCSE

CCDA

CCNP

CCVP

CCIE
CompTIAProject +
CompTIA Security +
Vmware
CompTIALinux +
CompTIA Cloud +
VCP

CASP+

o 6 +yearsexperience
* [nstinctive understanding of:

Server OS

Virtual server support

Cloud support

Enterprise email

Data center

Daily network maintenance

Daily network troubleshooting
Usernetwork support

Advanced telephony and VoIP support
BDR virtualizations and recovery

=  Minimum of 2 certifications with drdin training path

MCSE
CCDA
CCNP
CCVP
CCIE

CompTIAProject +
CompTIA Security +
Vmware

CompTIALinux +
CompTIA Cloud +
VCP

CASP+
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GTIA North America AWIT
Guidebook: Job Description
Template

Technical Support Specialist

What Makes Us Cool:
e Funteamthatisfocusedoneveryone’'ssuccess
e Laidbackatmosphere free of internal politics
e Constantlylearningnew tech onthejob
e Performance-based compensation
e Weoffera40IK, health benefits, competitive pay and vacation

The Position:

This positionis forpeople who don't mind working hard and talking to
people every day. We want you to develop relationships with our clients
and staff. We are on the same team working towards the same common
goals. Bigegosneednot apply. Teamwork makes the dream work!

Need to Have:
e Focusandability to avoid distractions
e Persistenceinproblemsolving
e Humility tobe able to ask fornecessary help and support
e Commitmentto ahighlevel of quality work
e Ownership of assignedtasks
e Beingabletoadapt quickly
e Punctualityand acleanbusiness appearance
e Desiretohelpothers
e Abilitytolearnquickly

e Timemanagement skills

e Abilityto develop relationships with
clientsandinternal staff

e Followprocessandidentify possible
improvements

e Exemplarywrittenandverbal

communication skills
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What We Will Do for You:
Provide awork environment thatis truly funto bein

Give youanopportunity towork onthe latest cutting-edge tech

Give you apath forpromotion

Teachyouabout:

DNS
MXRecords
Active Directory
Exchange

0365

HyperV

Fortinet firewalls
Networking
Servers
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Remote IT Technician

MSP XXX needs T tech thatislooking tojoin a fast-growing company.

We are looking fora fun, friendly and sharp IT personwho is hungry and
ready to grow. The number one thingwe are looking foris a good person,
jerksneed not apply. Beentinkering with computers since you could walk?
Driving people crazy by setting up networks in your garage? Then you might
be what we are looking for! This will be ajuniorlevel, fast paced position,
andyou willbe doingremote, level 1 support forincomingissues. The
perfect candidate has a strong desire tolearnnew IT techniques, excellent
communicationand customer service skills to deal with non-technical
users, and the drive to be accountable. We offer a fairly defined upward
pathinmoney andresponsibility.

Reasons We Rock:

Quarterly reviews to keep you pointed UP

Fun, team-based approach

Constantly learning new tech

We offera 401K, health benefits, competitive pay and vacation

The Position:

This positionis forpeople who don’t mind working hard and talking to
people every day. This positionis remote and you will be supporting
multiple clients and working on a team. Teamwork makes the dream work!
Next Steps:

If you are hungry to grow and willing to work, please send your resume with
anote aboutwhyyouare afit.

Need to Have:
e Foundationallevel of understanding of computer networking
e Foundationallevel of understanding of servers
e Abilitytolearnnew software applications quickly

Tech Responsibilities:
e Remote support
o |TStuff
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Service Coordinator

As alocal/regional provider of technology services, we provide complete
technology solutions and services to assist businesses, smallandlarge,
with theirtechnology needs. Working as the Service Coordinator for
**enter clientname**, you'll be the glue that keeps our team together
asyoumanage clientrequests, prioritize work orders and schedule
appointments for support tickets andinstallation projects—all while
providing an excellent client experience.

Patience, communication and customer service skills are all key as

you willwork closely with ourinternal team and external clients. You will
communicate with clients viaphone and email on scheduling, projects
and deliverables, and you willkeep clients informed on theirwork requests
to ensure their satisfaction with the results of our work by maintaining
expectations. We will count onyou to stay on top of our ticketing system,
work with your peers on prioritizing client requests and fit all of this
cohesivelyinto ourbusy schedules. If you are a quick-learnerand have

an easy-going personality that'slooking fora fast-paced and fun work
environment, thenyou'll enjoy this career opportunity.

Responsibilities:
e Answerphonesandroute callsinaprofessionalmanner.

e Handleincomingservice calls by receiving andrecording
requests;identifying appropriate service technician; notify
management of extraordinary problems.

e Workwithandbecome proficient with our professional services
applicationto manage our ticket, service delivery, scheduling
and billing systems.

e Documentactions by properuse of business systemsincluding
help desk ticketing system, client service records, etc.

e Updateserviceticket statuses as needed.

e Updateticketing system by verifying and entering data.
e Create/modifyinvoices andsendto clients.

e Keepuptodateonaccountsreceivables.

e Mayoccasionally berequiredto contact
customers foraccount collections.
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Essential Skills and Experience:

e Provide a consistently professional and upbeat client experience
forallnew and existing customers through professional phone
and email interaction.

Act as the primary contact for customers, vendors and internal
staff.

Work with customers, vendors and internal departments to
confirm and schedule service requests.

Enter basic service ticket data and distribute tasks asnecessary.

Promptly communicate service order progress with clients and
other stakeholders.

ldentify potential service concerns, issues and delays to escalate
quickly and appropriately.

Minimum Qualifications:
e Excellent customerservice skills.
e Exceptionaltime management and organization skills.

Outstanding professional communication skills, both writtenand
verbal.

e Demonstrated proficiency with Microsoft Word, Microsoft Excel
and QuickBooks.

Previous data entry, order processing experience.

Stronginterpersonal skills.

Ability to embrace and adjust to change.

Ability toworkin a fast-paced environment with a positive
attitude.

Must be proficient and fluentin English.

Additional Preferred Qualifications:
e Experiencein|T Services firms.
e Experience withdocumentationtools (ITGlue, Wiki).

e Experience working with Autotask, ConnectWise, Tigerpaw or
similar Professional Services

e Application(PSA)tools.

e ExperienceinanMSP environmentaBIG
PLUS!

e Experienceworkinginany Helpdesk

environment.
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IT Service Desk Technician

Areyou arockstar? Orbetteryet, doyouhaverock starIT and people skills?
Wanttojoinan elite, award winning team that brings their A-game every
day? Then **MSP XXX**is looking foryou to be ournewest IT Service Desk
Technician. We are searching forsomeone to become anintegral part of
our MSP team that provides technology support to ***insert vertical if
applicable***. We passionately believe in the mission of our clients and
strive to deliver bestin class service on every call, every contact, every day.

What Makes Us Cool:

We do not punch clocks; we strive to provide awork life balance and work
fromhome mentality. We are all stakeholders here and allwork on the
common goal of assuring our clients are well taken care of.

Why We Are Different:

Our corevalues define who we are asacompany as well as the people who
work here. These drive us and are what we get up for every day.

e Kindness
e Integrity
e Positive Perseverance
e Respect

The Position:

Our Service Desk techs are the main point of contact for our clients. They
areresponsible for the delivery of reactive technical support, aswell as
emergency and scheduled onsite requests. The Service Desk tech will also
provide continualimprovement of processes and standards to provide a
consistent client experience. Qualified candidates MUST have the ability
to communicate to clients and co-workers at both technicaland non-
technicallevels. |deal candidates are self-directed, innovative, organized,
flexible and can consistently maintain our high-quality standards. The
desire and drive to build and maintain customer relationshipsis a key
function of thisrole. This candidate will also be able to exhibit a sense of
urgencyin providing exceptional quality service to clients and setting and
managing expectations.

Qualifications:
e Associate’sdegreerequired, Bachelor’s
desired

e Certifications: A+required; Network+,
Security+and/or CCNA preferred
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Work Experience:

IT Experience: 3yearsrequired; 5 years preferred
MSP Experience: 3yearsrequired; 5 years preferred
Tier2IT experienceinan escalation capacity

Use of PSA/Ticketing system

Additional knowledge, skills, and responsibilities

Ownership of assigned tasks

Coordination of remote service via phone, email, web and chat
Being able to adaptandlearn quickly

Ability to develop relationships with clients and internal staff
Follow process andidentify possible improvements

Time management skills

Exceptional written and verbal communication skills
Experience with firewalls, routers, switches

Knowledge of Microsoft PC/Server products at a highlevel

Knowledge of networking fundamentals, ISP Servicesi.e. DNS/
MAIL/HTTP

Hardware, networking and PC operating system troubleshooting
skills

Preferred knowledge, skills, and competencies:

Microsoft Certified Professional Certification preferred. Small
Business Specialist preferred.
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IT Support and System Administrator

Heroisn'tjustinourname,it’sthe people we are. You bringthe IT hero super
skills,and we will provide the cape. At **MSP XXX** we are looking fora
seniorengineerwho has the experience, knowledge and desire to help

our clients grow and move forward. We passionately believe in the mission
of ourclients and strive to deliver bestin class service on every call, every
contact, every day.

XXXis aplace whereyoucanbe apart of something amazing, where you
getmore thanjust anotherjob. Asamember of ourteam, you'lldevelop
skillsand knowledge by working with innovative technologies. No sidekicks
here, everyone getsto be ahero. Youwill getto be part of a tight-knit group
where your feedbackis encouraged, and yourvoice is heard.

Our corevalues definewho we are as acompany as well as the people who
work here. These drive us and are what we get up for every day:

e Dependability/Reliability
e Professionalism
e ContinuousImprovement

The Position:

OurIT Supportand System Administratoris a critical piece in our team
andisresponsible forthe delivery of reactive technical supportina

senior escalationrole as well as work on proactive projects. Thisrole

will also provide continual improvement of processes and standards to
provide a consistent client experience. Qualified candidates MUST have
the ability to communicate to clients and co-workers at both technical and
non-technicallevels.

Ideal candidates are self-directed, innovative, organized, flexible

and can consistently maintain our high-quality standards. The desire

and drive to build and maintain customerrelationshipsis a key function

of thisrole. This candidate will also be able to exhibit a sense of urgency

in providing exceptional quality service to clients as well as setting and
managing expectations. This team memberis responsible forthe delivery
of reactive technical support, aswellas emergency and scheduled onsite
requests. The IT Supportand System Administrator will also provide
continualimprovement of processes and standards to provide a consistent
client experience.

Qualifications:
e Highschooldiplomarequired, higherlevel degree desired
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Work Experience:

IT Experience: 5yearsrequired; 8 years preferred
MSP Experience: 2 yearsrequired; 4 years preferred
IT experience inan escalationrole

Use of PSA/Ticketing system

Additional knowledge, skills, and responsibilities:

Preferred knowledge, skills, and competencies:

Ownership of assigned tasks
Coordination of service via phone, email using our PSA system
Being able to adapt and learn quickly
Ability to develop relationships with clients and internal staff
Follow process andidentify possible improvements
Time management skills
Exceptional written and verbal communication skills
Implementation and support for Microsoft-related technologies
e Windows Server
e MSSQL
e Azure
0365 experience at an escalation level
Virtualization experience
e VMware
e HyperV
Automation experience
Remote Access Solutions
e VPN
e Remote Desktop
e RemoteApp
e SASE
Knowledge and experience with advanced networking principles

Advanced hardware and PC operating
system troubleshooting skills

Use of documentation platform
Use of ConnectWise Manage

Use of ConnectWise Automate
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Senior Engineer, Tier II

Want to getinonarapidly growing, maturing company where you can push
your skills to the next level? Looking to make your mark and really show
what you are capable of? We provide the tools, guidance and support to
help you succeed. Ourteamis small, friendly and accessible and willing to
teach. Jointhe team and watch your career opportunities expand as **MSP
XXX** grows! The sky is the limit!

Qualifications:

IT Experience: 4 yearsrequired; 6 years preferred
MSP Experience: 2 years preferred

Education: Bachelor's degree preferred, high school diploma
required

Bi-Lingualin Spanish

Need to Have:

Windows workstation, servers and networks experience
Experience with configuring and troubleshooting firewalls
Knowledge of virtualization and networking

Ability to think outside the box and challenge yourself
Security-oriented mindset

Alove forexcellence

Tech Characteristics:

Ambitious: Being able to drive towards your goals and have the
desire to see them completed efficiently and with pride.

Communication: Having the ability to communicate within your
teamaswellas communicate on a professional level with various
clients.

“Think Like a Geek”: Ourteamis built on people who have been
working with computers from a young age, setting up networks
inour garages as wellthose who keep up with the latest products
and new technology.

Team Player: We are the A-Team and we all are working towards
company goals. We provide feedback to each otherregularly
with the purpose of driving each other to make our entire team
perform at theirvery best.

Passion: Having a true love for what you do and showing that
every day through your work.
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Tech Responsibilities:

e Remote Support
e On-sitesupport
e Software andhardware setup and configuration
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About the GTIA North America Advancing Women
in Technology (AWIT) Interest Group

The GTIANorth America Advancing Womenin Technology (AWIT) Interest
Groupis committed to working onthe issues challenges and opportunities
forwomenintechnology careers. The group includes and advocates for
GTIAmembersin Canadaand the United States.

GTIA North America Advancing
Women in Technology (AWIT)
Interest Group

Global Technology Industry Association



