	Job Title : 
	MAS28698  Client Support Specialist I -MA 

	
	 

	Country : 
	United States 

	State : 
	Georgia 

	City : 
	Augusta 

	Location : 
	Augusta-One ADP Drive 

	Employment Status : 
	Full Time - Permanent 

	Job Responsibilities : 
	***Not eligible for remote report.  Must be located in the Augusta, GA office.*** 

**Must want to work either 8:30-5:30 or 9-6, Monday - Friday.  No exceptions.  These Specialists will handle clients from the Northeast region of the country.** 

The Client Support Specialist I supports various levels of Payroll or HR clients to provide prompt and thorough responses to all types of service inquiries for Major Account clients. 

· Provides support to application users which includes instruction, navigation, troubleshooting, maintenance and evaluations to determine solutions and alternatives. 

· Develops and maintains effective verbal and written communication with all parties. 

· Works with internal technical support, various production departments and additional ADP Service centers as needed to identify a resolution. 

· Monitors open client issues until successful completion. 

· Escalates irresolvable or concerning issues to management as appropriate. 

· Ensures World Class Service client satisfaction on each transaction. 

· Plays an important role in client retention for the region and for ADP, including identifying clients-at-risk. 

· Continually upgrades knowledge and skill base relating to new product rollouts, existing products and statutory/legislative changes. 

ESSENTIAL RESPONSIBILITIES: 

· Responds professionally and timely to client incoming phone calls, web inquiries, emails and/or faxes. 

· Investigates, researches, analyzes and tests outcomes in order to resolve client questions an/or problems correctly. 

· Handles client requests relating to products or services ranging from routine inquiries and basic application navigation to complex problems and difficult troubleshooting issues. 

· Ensures World Class Service satisfaction on each transaction. 

· Provides critical and accurate statutory information to clients in payroll or HR areas, such as tax filing and/or benefit administration, so that ADP is not exposed to financial risk and/or penalties. 

· Is the initial point of contact for all clients and determines if resolution can be found on initial call or if Tier II resolution is required. 

· Quotes the future resolution commitment to the client based on a clear evaluation of the open case. 

· Researches, designs and modifies complex mainframe features or software applications to meet the client's specific needs for Tier II resolution. 

· Works with technical support or various production departments as needed to effectively troubleshoot, analyze and resolve problems and client concerns. Implements additional non-billable features for clients by utilizing ADP systems/applications and understanding clients requirements and needs. 

· Recommends software enhancements or product features and identifies client training opportunities if applicable. 

· Maintain appropriate records of client contact through the CRM (ie. eAccess/Clarify). 

· Uses the various knowledge bases, resource materials and appropriate websites to locate answers and solutions for issues. 

· Ensures that case notes are professionally written and that they thoroughly and accurately detail the problem and the proposed resolution. 

· Maintains the service organization's standards that are set by regional and corporate management regarding call and case handling, ie Average Handle Time, Adherence, Call Strategy, Case Activity, etc. 

· Receives training on products or applications and servicing skills to support the organization, clients and teammates. 

· Remains proficient on current applications and related roducts/features (i.e., Payroll and/or HRIS) and learns future products and new tools as they are deployed. 

· Continues to update knowledge through a wide variety of available resources to ensure familiarity on appropriate statutory laws or legislative rulings that impact clients. 

· Completes new hire and ongoing training programs as designed. 

	Qualifications Required : 
	Education: Associate’s Degree preferred or equivalent work experience with payroll, HR or in a call center. 
Generic Skills: Microsoft Office: Word, Excel, Outlook.
***Qualified candidates will be sent an email initiation to take an online simulation assessment.  The assessment must be completed immediately to continue to be considered as an active candidate.***
**Must be want to work either 8:30-5:30 or 9-6, Monday - Friday.  No exceptions.** 
Automatic Data Processing, Inc. is one of the largest providers of business outsourcing solutions to employers and vehicle dealerships around the world.  We bring 60 years of unrivaled industry experience to the marketplace.  Over 80% of the FORTUNE 500 companies and over 90% of the FORTUNE 100 companies use at least one of ADP’s services.  ADP serves more than 560,000 organizations in over 60 countries, including nearly 400,000 small business clients and about approximately 26,000 vehicle dealerships.   www.ADP.com   

 

ADP is an Equal Opportunity/Affirmative Action Employer; M/F/D/V. ADP believes that diversity leads to strength.

	Education : 
	Associate's Degree 

	Experience Range : 
	1+ to 2 years 


