
Manager of Technical Support

The Support Manager is a key technical leader in our Support organization. We believe in
best-ever experiences from the inside out, so we’re looking for an approachable, friendly
candidate who will love their co-workers as much as we love them.

A successful Support Manager will be an advanced technical support engineer, professional
leader, and project manager on the support team. They will continuously show dedication to
go above and beyond for our internal and external customers and have Scale’s best interest in
mind.

This position will work directly with Support Engineers of all levels, focusing on the overall
team health in the organization via impactful metrics, processes, training, and cross-functional
project involvement. The ideal candidate will lead, mentor, and expand our team of support
professionals by fostering a culture of excellence, accountability, and continuous learning.

As needed, the Support Manager will work with the Supervisors and Management team to
identify technical needs, resources, fixes, training, and education and make recommendations
to help Scale Computing innovate our products. The Manager’s focus is on determining 'what'
it is their unit does and the metrics needed (i.e., purpose, function, and roles) and doing so in a
manner that furthers the organization's larger goals.

Great candidates will look like this:
● Strategic thinker with a customer-first mindset and enjoys troubleshooting and

problem-solving analytically
● A team player who can work well within the team and collaborate cross-functionally,

especially in a remote environment
● Embraces and leads changing priorities and can work in a fast-paced environment
● An excellent communicator who is e�cient and e�ective with customers and

colleagues via web conferences, email, and in-person
● A motivated self-starter who thrives on prioritization and follow-through
● Passionately creative in mindset and has the ability to adapt quickly to evolving

business needs
● Exhibits excellent leadership and people management skills, with the ability to inspire

and develop high-performing teams

Responsibilities
● Serve as a resource for teammates on policies and procedures
● Analyze support metrics and KPIs to identify customer and employee trends, address

areas of concern, and implement process improvements
● Evaluate and refine the customer’s technical support experience using feedback

(metrics, surveys, etc) to provide the best experience possible
● Provide leadership and direction to improve the daily operations of the Support Team.
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● Ensure the team meets or exceeds service level agreements (SLAs)
○ Define and collect KPIs to manage capacity planning and escalation

management
○ Deliver targets to Supervisors and assist them in managing the team to these

expectations
● Closely interact with Software Development and Product Management teams to align

recurring issues and product roadmap goals
● Research and investigate escalated cases as necessary to identify and raise trends to

the appropriate teams
○ Be a conduit for information bi-directional informational sharing on

(suspected) current bugs, workarounds, software updates, and releases
● Manage communications about escalated issues with other Scale Computing sta� and

with Customers, if necessary
● Maintain in-depth technical knowledge of all Scale Computing products
● Constantly evaluate and refine the technical support sta� experience to maximize

e�ciency while maintaining a high level of positive motivation (i.e. keep it fun)
● Lead the hiring and onboarding program to ensure continuity in technical expertise and

team atmosphere
● Performs additional functions, duties, and specific tasks and duties of a similar nature

and scope as necessary to achieve strategic business objectives
● Establish and maintain e�ective working relationships with subordinates, peers, and

supervisors

Requirements, useful skills, and experience
● 3+ Years of management of a team of 10 or more Technical Support Engineers

● Strong leadership ability and people management skills

● Excellent communication skills (written and oral)

● Proficient time management and task prioritization skills

● Exceptionally motivated and motivational

● Extreme attention to detail

● Steady composure in the face of di�cult situations

● Management of Technical Support Engineers in support of complex software and

hardware issues

● Experience with Scale Computing products

● Knowledge of current Hyperconvergence, Edge technologies, and emerging trends

Compensation & Benefits

● Competitive, based on experience

● Stock options

● Competitive Health Plan including Medical (HDHP & PPO options), Dental, Vision, STD,

LTD, & Life Insurance options

● PTO & paid Company holidays

● 401k Plan with match
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This full-time, permanent position may be remote or based out of our downtown Indianapolis
HQ.

If you’ve reached this point in the job description and feel unsure if you should apply…Just do
it! We know there are no perfect applicants. You may not have 100% of all those bullets listed
above - and that’s okay. If you feel like you’re not going to fit in with our teams - you’ll be
surprised. We’re one Scale Computing which means however you identify and whatever
background you bring with you, we encourage you to apply if it’s a role you can be passionate
about doing every day. Please send your resume, with the job title in the subject line, to
support-careers@scalecomputing.com.

Scale Computing, Inc. is an Equal Opportunity Employer. Individuals seeking employment at
Scale Computing, Inc. are considered regardless of race, color, religion, national origin, age,
sex, marital status, ancestry, physical or mental disability, veteran status, gender identity, or
sexual orientation.

About Scale Computing

Scale Computing is a global business with o�ces worldwide, thousands of customers, and
countless applications running on our industry-leading SC//Platform. We enjoy this success
because we have made a conscious e�ort to build this amazing company person by person –
could you be the next to join us as the newest Scaler?

Scale Computing was founded on the belief that transparency and collaboration create a
culture of ownership, success, and empowerment; more empowered employees are more
productive employees. At Scale, we build empowerment through diversity and our core values
of: Integrity, Innovation, Collaboration, Success, and Fun.

We are an “all killer, no filler” organization and believe everyone has an important role. We
look for highly motivated, smart, fun people to fill those roles. If working with other amazing
people to help us build a wildly successful company sounds fun, we’d love to hear from you.


