Job Title
Help Desk Representative – Evening, Night or Weekend Shift

Responsibilities
1. Frontline Support for EHR and Related Systems
· Answer calls and support requests from staff during evening, night, or weekend hours.
· Provide courteous, professional first-line support for issues related to the electronic health record (EHR) and connected applications
· Use standard intake questions to gather key information.
2. Ticket Creation, Classification, and Triage
· Create and update support tickets with clear, accurate descriptions of the issue and any troubleshooting steps taken.
· Apply basic troubleshooting steps and resolve issues at Tier 1 when possible.
· Escalate tickets that cannot be resolved to Tier 2 following established workflows.
3. Escalation & Communication
· Identify high-impact issues (e.g., multiple users affected or patient care impact) and escalate promptly according to defined escalation paths.
· Communicate clearly with on-call or designated EHR Support Analyst and/or IT staff when issues require higher-level intervention.
· Keep staff informed of ticket status as appropriate, setting realistic expectations for follow-up and resolution.
4. Documentation & Continuous Improvement
· Document all interactions, troubleshooting steps, and outcomes in the ticketing system.
· Close tickets once the user confirms the issue is resolved or a documented resolution is in place.
· Help identify recurring issues, common questions, or workflow confusion that may indicate the need for training, job aids, or process updates.
· Provide feedback to the EHR Support Analyst and operational leadership on patterns or trends observed during off-hours.

Qualifications
Required
· Strong customer service orientation and ability to remain calm, patient, and professional under pressure.
· Comfortable working with computers, multiple applications, and a ticketing system.
· Clear written and verbal communication skills.
· Ability to follow structured scripts, procedures, and escalation paths.
· Willingness and ability to work evening, night, weekend, and holiday shifts on a consistent schedule.
Preferred
· Previous experience in a Help Desk, Service Desk, call center, or customer support role.
· Experience in a healthcare environment (hospital, clinic, long-term care, or similar).
· Experience supporting EHR systems or other clinical/administrative applications.
· Familiarity with remote access tools, VPN, Citrix, or similar technologies.

