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Technical Support Staff In Short Supply

By Sheryl Silver,
Carcer Source

Do you have gaod communication
skills? Are you patient? Adept at
using Microsoft Windows on your PC?
If 50, you may have a future in techni-
gnl support, a_career category wherl‘c
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i suppart cus-
tom service reps (also called technical
support reps) cmrlnycd by software
companics, ad well as help desk staff,
PC and LAN technicians and an array

Rose makes the point that a few
years ngo, customer support was a job
that wasn't valued or well paid by soft-
ware companies. “Today, however, the
pay scales are moving up to equal
those of developers as companies hove
come to recognize the value of cus-
tomer support and good cugtomer sup-
port professionals,” he says,

Rosc anys what has also become
clear to hia membership in rocont
years is that communication skills are
more important than technical skills
for those just entering this career arca,
“Wg'v.e learned we can teach peaple the

of networking profi 1s inside
organizations that use computers.
Although not often highlighted in arti-
cles discussing computer related jobs,
tcv:hn!icul support is nn? of the fastest
gr g te of the i i

« technology (IT) job market according to
those who place and hire such person-

nel.
Greg Scileppi, executive director of
Menls Park, Calif. bosed RHI
Consulting, a division of Robert Half
International Inc.,, says, “Demand con-
tinues to incrense. It's really the most
explosive aren of growth in IT today, at
least in our business.”

Bill Rose, founder and executive
director of Software Support
Professionals Associntion in San Dicgo,
whose 5000 members represent over
600 software publishers, says, “A recent
member survey found that finding,

sup-

r an
port people was the top priority”
As to what'’s fueling the expanding
demand, Scileppi says, “The prolifera-
tion of network computing and local
and wide aren networks in large corpo-
rations is one factor and because net-
work computing has become more
affordable, t}:e qumher of B'mnil and

1 skills needed if they have the
ication akills,” Scileppi also
believes communication and people
skills are critical since one denls with
end users daily.

For those considering these occupa-

tions, Scileppi aays there are both
internal and externnl routes of entry.
“Externally, there are a lot of training
programs available,” he says.
“Programs offered by Compu USA and
Nyulr] E‘lorizons are two that come to
mind.

If one is inside a company, says
ical

Windows, even if they learned it g

home on their PC, they're a good candir
date for these epportunities if they"eée.
good communicators.”

Finally, in terms of advancemen
potential, Scileppi says, “In every arda
of IT, there arc two routes for advaneg-
ment, one technical and

Scileppi, one can end up in tech
support from a variety of entry points,
including customer service. “People
coming out of customer service can
move into the help desk aren by marry-
ing their listening, communication and

roblem solving skills with some tech-
nical knowledge”

Rose says many software companics
are combating the shortage of available
talent by growing their own software
support reps via in-house training “E‘

ment oriented.” From the heip desky
for example, as someone becomes moge,
adept technically, Scifeppi says, “they:.
can become hardware or software techt 3
nicians or networking professionnla
Alternately, he says, they can moy,
into management of the help des’?
function. e

Sheryl Silver can be renched by writs H
ing to her at Career Source, P.O. Bag’: '

somecone is adept at using

65754, W D.C. 20035-56764. ;=Z%

By Deboral L Jacobs

Chronicle Features

Same people will do anything to get a Job, even ifit
means lying.

A atriking enm:le Involves 53 New York stockbro-
kers who paid stand-ins to take their six-hour licening
examn. Federal authorities caught up with the acam

t month two-year investigation. The brokers,
who Jost their jobs and their licenses, now face eriminal

rged.

Why lie to get in the door? Applicants offer a number
of excuses, from *] really need this job” to “everybody
else does jt”. Often, people think they have 10 cover up
sesume gaps or portray themaelves as supernlars.

A recent survey of 100 college students showed that
95 percent were willing ta lia at least once 10 get » job;
41 ;mmuld they already had. The most common lie;
embellishing  past job Litle ta make the position sound-
more importan Michae] Cunningham, the
Univentity of Louisville psychology professor who con-
dueted the poll. Other lies involved inllating salary his-
}_ory and t|m|'l'm¢ about extra-curricular activities, says

ize
technology haa also grown.” And
where there’s technology, says Scileppi,
technical support staff are needed.
Rapid change ond innovation in the
1T arcn has also contributed. “As tech-
nology continues to advance, users
need help coping with the technology
being introduced,®says Scileppi. ..

who did the aurvey for Chicsgo-based
Reid Paychologieal Syrtems, a pre-employment screen-
ing company

‘Eventually, most falichoods have a way of catching
u with you. For Jean Houston, it took more than three

rcades.
‘Afler Houston made headlines last year for supposed:
1y holding “sconces” between Ilill-z Clinton and
Eleanor Roosevelt, journalista tumed the apotlight on

Working Life

" Truth or Consequences in Your Job Hunt

her. They came up wilh a couple of discrepancies in
Houston's backgraund. At lesst one versicn of her
resume included 8 Ph.D. in religion. It turned out that
Houston had enrolled in » doctorn) program, but never
received the degree. What's more, Houston's publicity

11 called her an “internationally renowned pay-
gist. Yet Houston, a New York resident, didn't
even have a license 10 practice in ber own slate.

In & business but on trust, Houston's gross exaggera-
tions may wind up costing her clients. She may never
Know how many people chose 5ot to relain her services
because she lied,

For people in (he corparate wozld, consequentes of
career lies tould be much more readily apparent. 1f, at
the hiring stege, 8 company learns you've faked your
eredentials, youl certainly lose out on the position. The
same discovery later on could gel you fired or black-
balled in your industey.

Sometimes people get caught once Lhere's trouble an
the job = for instance, if their work hasn’t been up 1o
snull. At that point, managers might take a sccond (and
dmo:ernovk at your resume and find out you gidn't tell

trul

People who have been 1aid off and then brought law-
suits bave also had much earlicr lies come back 10 haunt
them. 1f you decide Lo sue ~ say, for sex, race, or nge dis~
crimination ~ your old bosses will inevitably go digsing
for dint. 1f they find any, it probably won't derai) your
case altogether, but it could limit what you collect.

‘Many peaple wonder how 1o put the best possidle

spin cn their backgrounds without lying. And yes, ite

hard to know where ta draw the line. But in trying not »
10 lie, you don't have to go overboard with the true ton »
feasions either — about your reasons for losing a job, fo
instance, or being out of work,

Take the case of a young lawyee who had the impress
sive title of “general counsel” at'a small company ~ that 7
is, until the business did oway with her position. “flo b2
have tosay on My Tesume of in a cover letter why 1 don’y y
wotk there anymore?” she asks. It

Absclutely not. What's more, that approach would }
detract from the lawyer's enitiols. There's plene »
y of time at & interview o explain that the company2

ecided 1o hire legal help as they needed it, rather than !.
keeping n lawyer on staff. ;

In this case, ns in 20 mln{ others, job huntin
involves lry:'ng " ﬁ[\lr‘r_ out what other peoplt:fgn

ie

some -Ep

make up for theie delcienirs”, In reality, most comps:
nies are looking for candidates who work hard, arde
plersant to be with and have reasonably good ereden- ;

tials. You don't have to walk on water.

Py AR VAR QA STy

Deborab Jacobs welcome letters from readers and”
will address topics of general interest in this rolumn, >
Contact her by e-mail (DJWorki .coml o by letter<
ot: Chronicle Features, 570 Market Street, Suile 101
San Franciscs, Calif 94102, Please inclode your nam
‘address and telephone number. !

(Copyright 1997 Debarah L. Jacobs; Distributed by |~
Chronicle Features.) :
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